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Always Greet Your Customers

Treat Your Customers with Respect

Talk and Chat to your Customers

Interact with customers in a 

Relaxed Way

Understand your Customers Needs

Discover the Impact you have 

around Customers

Excite your customers about your 

products

Turn up to your work with a 

Positive Attitude and Well in Time
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EDITORIAL 
INDUSTRIAL PSYCOLOGY IN BANKING 

Industrial psychology is a well known and widely 
used study now a days. It is an applied 
organizational psychology used to study, analyze 
and understand human behavior in the workspace. 
The purpose of the study is to improve the output 
of the industry by modifying the working 
environment, in order to improve the wellbeing of 
the employees. This aims to enhance the 
employees’ behavior towards the organization and 
their attitude towards work. In fact it’s a scientific 
platform that advocates work life balance and 
mental wellbeing of the people who are working to 
run the industry better. It affirms that, to run an 
industry progressively, It is necessary to keep the 
morale of the staffs high. 

The bridge that connects the hearts of the firm and 
its staffs must be strengthened by trust and faith. 
As the relationship is stronger, better will be the 
fundamentals of the firm, and the firm will run 
progressively and profitably. We have many 
examples of such institutions  keeping such values 
high. 
 
Banking the backbone of Indian economy which is 
the network through which the regulatory 
authorities can execute their policies. It is an 
industry that requires a lot of discipline and 
dedication from the side of the employees to 
derive the expected results. It’s  high time to have 
a behavioral study of the bank staff, especially in 
public sectors. Private players are eagerly coming 
to the banking business, seeing the strong business 
ground and large potential for growth. If service 
with ethics is also a motive along with profit it 
requires strong standing in the competitive field 
and which requires job satisfaction of the 
employees. Motivation, Occupational Safety, 
Health and Life satisfaction of the employees are 
to be ensured. 
 
From the basic banking system of "Accepting 
deposits from the public and lending to the needy" 
banks have turned as financial supermarket with 
one stop for all financial requirements like 
Insurance Products, Mutual Funds and 
implementation of various Government schemes. 
This results in increasing the "work per employee" 
many folds even though business per employee 
may not be increased. Many branches are not even 
provided with in-charges as per branch 
categorization and many branches are not 
provided with adequate staffs strength. This 
results in increasing the Mental and physical 
pressure of the bank staffs. Hence it's high time to 
have a study on Industrial Phycology in bank 
branches and provide sufficient work force to 
reduce the work per employee and their by work 
pressure.  
 
Our former Chairman Padmasri T N Manoharan 
has told during our Trinneal Conference " If officer 
are happy, Customers will be happy; If officers are 
healthy, Bank balance sheet will be healthy" 
 
Regards 
Editorial Team 



 
 

 
 

WE SHALL BUILD BUSINESS
 
REF: CBOA: GS: SEPT: 2020 Sept 24, 2020  
  
On 21.09.2020, CBOA Team represented by Sri 
G V Manimaran, Gen Secretary, Sri J S 
Jagadeesh, Chairman and Sri Uday S Lodaya had 
a meeting with our beloved MD & CEO, ED and 
CGM/GM’s of HR Wing to discuss various 
issues concerning welfare of the Officers 
community.  
 
During the course of the meeting, the following 
issues were discussed:  

1. Recruitment of Officers for the current 

year in view of the shortage of Officers 

at various centers – MD & CEO was 

positive to the demand and informed that 

the same shall be looked into at the 

earliest. 

 

2. Granting of Special Leave to Officer 
employees who have tested positive for 
Covid 19 – On the said demand, MD & 
CEO suggested that such of those 
Officers/employees who do not have 
leave to their credit and have tested 
positive for Covid 19, Bank may examine 
the possibility of extending special leave 
on a case to case basis.  
 

3. Extending the revised furniture limits to 
all the Officers of the amalgamated 
entity at the earliest – MD & CEO 
informed that the same is being looked 

into and the revised furniture limits shall 
be made available to all.  
 

4. Considering that Canara Bank has 
grown over the years and is rated 
among the top 4 Banks in the country, 
we demanded that Bank may 
considering granting of additional 
increments to its Officers/employees 
after the bi-partite settlement as being 
done by few Banks, so as to ensure that 
our Bank has the best talent and HR 
practices in the industry - MD & CEO 
was positive to the said demand and 
informed that the same shall be looked 
into.  
 

5. Introduction of Term Insurance for the 
Officers covering all types of death – 
Our MD & CEO was positive on the same 
and assured to look into the same.  
 

6. We also demanded that the anomaly as 
regards to the appointment of 
Executive Directors in PSU’s be taken 
up with the Finance 
Ministry/Appropriate authority, so as 
to ensure that GMs of our Bank, who 
are the best in the industry also 
become eligible for elevation. – Our MD 
& CEO and ED assured that the same 
shall be taken up with the Ministry.  

Sri. G V Manimaran 

General Secretary, CBOA 

General Secretary, AINBOF 

Senior Vice President, AIBOC 

President, Canara Bank Officers Thrift Society 

 



 
 

 
7. We also requested for continuation of 

Promotion process in the Bank as in 
yester years – MD & CEO assured that 
the promotion trend shall continue as 
earlier.  
 

8. This apart we demanded that best of 
the benefits/ welfare measures as 
available in both the Banks prior to 
merger as per scheme of amalgamation 
be made available to the merged 
entity. “Unity and sync with Syndicate 
Bank Officers without any 
discrimination to be ensured” – MD & 
CEO assured that the matter will be 
looked into and the best of the benefits 
shall be passed on.  
 

9. We also suggested that the Bank may 
explore the possibility of coming out 
the IBA Medical Insurance scheme and 
cover our Officers with our own Bank 
scheme as in earlier years – MD & CEO 
informed that he has an open mind on 
the same and shall discuss the matter 
further with the concerned and take a 
call on the same.  

 
While positively responding to all our demands, 
MD & CEO stressed for the improvement in the 
business growth of the Bank. Further, he 
mentioned about the few instances of 
discourteous customer service extended in few 
of our branches during the incognito visit of HO 
Executives.  
 
He insisted that basic and courteous service 
should be the motto of all our employees, lest it 
may not be possible for us to improve our 
business growth and take our Bank to No 1 
position.  
 
Friends, our beloved Bank is ready to extend 
the best benefits in the industry to our Officers. 
However, it should be our endeavor to ensure 

steady business growth and profitability for 
which extending basic and courteous customer 
service is of paramount importance. In the 
above context, we request all our Officers to 
rededicate themselves for improving the 
business position of the Bank as well as 
extending courteous customer service without 
giving scope for any complaints.  
 
“Let us all implement this ATTITUDE”  
 
A - Always Greet Your Customer  
T - Treat Your Customers With Respect  
T - Talk and Chat to Your Customers  
I  - Interact with Customers in a Relaxed Way  
T - Turn Up to Work With a Positive Attitude 
And Well in Time  
U - Understand Your Customers Needs  
D - Discover the Impact You Have Around 
Customers  
E - Excite Your Customers About Your Products  
 
“Get closer than ever to your customers. So 
close that you tell them what they need well 
before they realize it themselves” 
 

*** 
Ref : GS/SEP/2020/INS DATE :10.09.2020 
Sub : IBA Medical Insurance Scheme for Bank 
Employees (Letter to all affiliates of AINBOF) 
 
AINBOF had expressed its reservations on the 
subject scheme right from its introduction in 
the year 2015 and is advocating for resorting to 
a scheme managed by the banks on their own 
as was done till 2015. 
 
Our prime apprehension was that how any 
corporate will undertake a venture which is not 
profitable to them and such being the case why 
that profit margin cannot be used for the 
benefit of the employees instead of 
contributing to the income of an insurance 
company. 
 



 
 

Our worst fears have come true within a period 
of 5 years itself. We had sought from Ministry 
of Finance through RTI, the information of 
premium paid and claims settled by the 
individual banks over the years. 
 
Bank of Maharashtra had paid for 2019-20 a 
premium of Rs.21.35 Crores while the claim 
settled is Rs.13.53 Crores only. Besides the 
rejected claims amount to Rs.3.07 Crores. UCO 
Bank had paid a premium of Rs.42.49 Crores. 
Bank of Baroda reply is that such information is 
not available with the bank itself. The details of 
other banks are awaited. 
 
The limited information received so far itself is 
startling to say the least and indicates a trend 
of Insurance Companies making a killing at the 
expense of the banks and their hapless staff. 
 
Hence it is hightime we all realize that the 
Insurance Companies are not offering the 
Medical Insurance as a charity or as a 
benovelent scheme whereas our earlier scheme 
was not so which took care of the medical 
needs of the staff. With the average age of the 
bank employees coming down drastically the 
claims are also likely to come down over the 
years. 
 
Hence we request you take up with your Bank’s 
management for studying the scheme in detail 
taking into account the premium paid and 
claims settled before paying the Insurance 
premium for the year 2020-21 which is due for 
renewal shortly. 
 

*** 
 
Ref: GS/SEP/2020/PWD September 11, 2020 
Sub : Exemption of Employees with Disabilities 
from attending duty during COVID 19 
lockdown period (Letter to CGM, HR Wing) 
 
In terms of HO Cir.345/2020 Employees at 
higher health risk including pregnant employees 

and the Divyangjan-persons with disabilities 
(PwD) were exempted from attending 
Offices/Branches for their safety and protection 
and such employees were permitted to work 
from home. 
 
Further vide HO Cir.374/2020 it was permitted 
to treat absence of such employees as ‘Special 
Leave without Loss of Pay’. It has come to our 
knowledge that Department of Personnel and 
Training, Ministry of Personnel, Public 
Grievances and Pension has issued an Office 
Memorandum No.1427850 / 20 / Secy (P) dated 
28.08.2020 (copy enclosed) wherein it is 
clarified that its Office Memorandum 
No.11013/9/2014/Estt.A.III dated 19.05.2020 
had exempted Persons with Disabilities from 
roster duty which is still in force till further 
orders. 
 
However, With the Unlock 4.0 guidelines which 
commenced from 1st September 2020, most of 
the SLBCs have advised 100% attendance of 
Bank Staff duly communicated by the Circles to 
branch thus forcing the Persons with Disabilities 
also to attend office. 
 
Union Bank of India has also exempted its 
employees with disabilities from attending 
office. Considering the above, we request you 
to exempt the subject employees from 
attending office till further orders from Ministry 
of Personnel, Public Grievances and Pension in 
the matter. 
 

*** 
Ref : GS Letter dated 16.09.2020 

CBOA MEMBERSHIP MANAGEMENT SYSTEM 
(CMMS) 

 
Dear Friends, 
 
We are happy to inform you all that our  CBOA 
TEAM BENGALURU has developed a 
comprehensive web application package for 



 
 

the benefit of all the members. The package 
was developed by our own members in house. 
 
At present, centralized data of the members 
like subscription details, benevolent fund 
details, benevolent fund nominee details, etc. is 
available at the central office, Mumbai either as 
access files which has limitation to store 
number of records and also our office bearers 
across the country have to call our Central 
office or Bangalore office bearers for any query 
on membership dues/claims. To overcome the 
limitations, our Team Bengaluru has developed 
a web application with the centralized database 
and it can be accessed anywhere, anytime and 
any member/office bearer. 
 
Web application contains the following 
features for the members: 

1. Updation of the Profile details   
2. Option to  enter/modify Benevolent 

Fund Nominee Details. 
3. Option to furnish details of request for 

transfer. 
 
Reports available for Members   

1. Subscription arrears. 
2. Benevolent Fund arrears. 
3. Subscription amount paid details. 
4. Benevolent Fund amount paid details. 
5. To know the status of their claims 

 
Following features are available for the 
Regional Secretaries: 

1. Option to enter Death claim details. 
2. Option to enter Non Member details. 
3. Option to enter Can Bandhan details. 
4. Option to enter Marriage details. 
5. Option to enter Honararium paid to 

Retirees. 
6. Option to enter arrears collected from 

the members (Under Improvization). 
7. Option to enter subscription amount 

collected from the executives. 
8. Option to create users. 

9. Option to enter Hospitalization claims 
(Under Development). 

 
Following features are available for the 
Welfare Secretary/ Treasurer/ Deputy 
Treasurer 

1. Approval option for Death Claim details. 
2. Approval option for Can Bandhan 

details. 
3. Approval option for Marriage details. 
4. Approval option for Honararium paid to 

Retirees. 
5. Approval option for Hospitalization 

amount (Under Development). 
6. Approval for any other claims/amount 

paid to members. 
 
Following features are available for Circle 
Liason 

1. Approval option for Benevolent Fund 
Nominee Details. 

 
Reports available for Regional 
Secretaries/CCOs/Admins 

1. Subscription arrears of particular 
member. 

2. Benevolent Fund arrears of particular 
member. 

3. List of addition of members  for a 
particular period 

4. List of deletions (Members who left 
CBOA) for a particular period 

5. Subscription amount debited but 
Benevolent Fund amount not debited 
from salary. 

6. Benevolent Fund amount debited but 
Subscription amount not debited from 
salary. 

7. List of Non-members 
 

The following are under development and 
made available shortly. 

1. Death Claim Details. 
2. Can Bandhan Details. 
3. Marriage Details. 
4. Details of Honararium paid to retirees. 



 
 

5. Details of hospitalisation expenses 
claimed 

 
To manage the above website application on an 
ongoing basis, we have formed a committee  
who will be responsible for maintaining, further 
development, improvisation of the package. 

1. Mr. Shrikanth, Dist. Secretary, Naveen 
Complex, HO annexe, Bangalore 

2. Mr. Ragavendran, Dy. Treasurer, 
Bangalore 

3. Mrs. Thriveni B, AGS, Bangalore 
4. Mr. Srinivasamurthy, RC member/SPF 

trustee, DIT, Bangalore 
 

*** 
 
Ref: GS / SEP / 2020 / INS September 16, 2020 
Letter to The Managing Director & Chief 
Executive Officer, Canara Bank 
Sub : Renewal of Group Health Insurance 

Policy under IBA Medical Insurance 
Scheme 

 
During the X Bipartite Wage settlement IBA 
suggested new insurance scheme for medical 
reimbursement.in place of the existing 
provision of managing medical reimbursement 
and hospitalization scheme managed by the 
respective banks.  
 
After deliberations, a joint note was signed 
between the IBA and UFBU. Further, on the 
trade unions’ specific  request, a clause to this 
effect on the following terms was also inserted 
in Joint Note dated 25.05.2015:  
 
 “While reimbursement to the officers / 
employees shall be made by the Banks as 
hitherto, the Scheme shall be administered by 
the Banks through a scheme worked out 
between IBA/Banks and Insurance companies 
and officers / employees would in no way be 
directly bound by the terms and conditions of 
such scheme or arrangements. 

However, for the purpose of clarity and 
information, the details of the Scheme worked 
out between IBA/Banks and insurance 
companies, is appended herein as Appendix I 
& II.” 
 
From the above ,  the spirit and scope of the 
newly designed hospitalization scheme can be 
inferred as below.  

1. To extend better coverage for the 
officers and dependents. 

2. To reimburse the expenditures to the 
fullest extent this was having restriction 
hitherto. 

3. Fullest reimbursement in the case of 
domiciliary treatment to the officers and 
dependents. 

4. The arrangement / agreement is 
between the banks and insurance 
companies only. 

5. The officers would  in  no  way  be  
directly  bound  by  the terms and 
conditions of such scheme or 
arrangements. 

6. The purpose of the Annexure IV to the 
joint note is for the purpose of clarity 
and information only. 

7. Scheme  would  not  supersede  the  
continuation  of  any  bank-level  
arrangement  or scheme  providing  for  
reimbursement  of  medical  expenses,  
which  is  not  covered  herein,  that  
may be  in operation in any  Bank. 

 
Since inception, we have been conveying our 
apprehension on the scheme as no 
Organisation will prefer to manage a scheme 
without having a reasonable profit margin for it 
is not a charitable institution.  
Our fears came true when the premium was 
raised every year by the Insurance Company 
much to the chagrin of the Bank employees.  
The following table clearly illustrates the 
increase in premium over the years.   
 

 



 
 

Category Amount Insured Premium 
for 2015-16 

Premium  
for 2019-20 

increase in premium 

Officers  Rs.4.00 lakhs Rs.6573/- + Taxes Rs.17627/- + Taxes 268% 

Award Staff Rs.3.00 lakhs Rs.4930/- + Taxes Rs.13221/- + Taxes 268% 

 
It can also be observed that while the premium 
has increased manifold in the past 5 years, the 
sum insured has remained constant during that 
time. Even on a conservative estimate, 
considering the increase in the medical 
expenses, the increase in sum insured after  
adjusting  to inflation should be in the range of 
Rs.7 to 8 lakhs. But that is not the case here.   
 
Data collected the through Right to Information 
Act on the premium paid by the Banks and 

claims settled by the insurance company also 
reveals a startling picture.   
The claims settled during 2019-20 are only in 
the range of 60-65%  of the premium paid in 
many banks. We presume that in our bank also 
claims settled would be in that range.  
 
Another major factor is the relation between 
Low Claim Ratio Discount and the High Claim 
Ratio Loading which is given in the following 
table.  

 

Low Claim Ratio Discount  High Claim Ratio Loading 

Incurred claim Ratio 
under the policy 

Discount in  
premium 

 Incurred claim Ratio under the 
policy 

Loading in 
premium 

Not exceeding 60% 5  Between 70% and 100% 25% 

Not exceeding 50% 15  Between 101% and 125% 55% 

Not exceeding 40% 25  Between 126% and 150% 90% 

Not exceeding 30% 35  Between 151% and 175% 120% 

Not exceeding 25% 40  Between 176% and 200% 150% 

 
This amply illustrates that the insurance 
company will keep the premium unchanged 
only if the claim ratio is between  60% to 70%. 
So it is very clear that they are looking at a 
profit margin of 30% to 40% and if they are not 
able to achieve this they will resort to 
increasing the premium. Another factor is, the 
discount is offered based on the last three 
years data while loading in premium is done 
based on the previous year data.  
 
The continuous increase in premium during the 
initial few years and the token decrease in 
proposed premium for the year 2020-21 is a 
proof for the above. Such being the case, it is 
high time that bank should take a considered 
decision on the matter of parting with 30 to 
40% of our hard earned money as profit to the 
insurance provider or alternately utilize that 
money also for the benefit of the employees.  

Also as per the scheme, the claim is limited to 
Rs.3 lakhs  / Rs.4 lakhs where as for the 
amount claimed in excess by the employees, 
Bank is paying out of its profits after 
exhausting the corporate buffer allotted.  
 
During 2016 itself  IBA had advised the member 
banks to take their own decision when the 
premium was more than doubled by the 
insurance company.  
 
Incidentally, we wish to bring to your notice 
that State Bank of India is not part of this 
Medical Insurance Scheme. Instead they are 
having their own scheme which is better than 
this. In our Bank also, we can think of having a 
similar arrangement by studying their scheme.  
Hence we request you to kindly take the above 
matters into consideration and not to go for 
renewal of the policy for the ensuing year and 



 
 

instead revert to the old scheme of 
hospitalization managed by the Bank itself.  

 
*** 

 
Ref : GS/SEP/2020/ED DATED 18.09.2020 
Letter to The Hon’ble Finance Minister 
Sub :  Appointment of Executive Directors in 

Public Sector Banks - Interview by 
Banks Board Bureau 

 
We understand that Banks Board Bureau is 
going to conduct interviews of Chief General 
Managers / General Manager of the 
Nationalised Banks for the vacancies in 
Executive Director posts.  
 
The eligibility condition stipulated has dented 
the prospects of the senior General Managers 
in large nationalised Banks as they  having Chief 
General Managers, as this condition deprived 
them the of the opportunity for appearing in 
the subject interview.  
 
As per the notification, the officers fulfilling the 
following conditions only are eligible for 
promotion to Executive Director.  
 

a. Officers who had completed at least two 
years as General managers or / and 
chief general manager and have three 
years of residual service as on April 1 
2020   

b. Bank officers serving on the highest 
level below the board of the bank in 
which officer is employed.  

 
Government of India had only created the post 
of Chief General Manager to act as an 
administrative and functional layer between 
the existing levels of General Manager (GM) 
and Executive Director in large nationalised 
banks with a total business of Rs.10 lakh crores 
or higher.  
 

While the first condition makes both GMs and 
CGMs with three years of residual service 
eligible for promotion to ED the condition that 
“Bank officers serving on the highest level 
below the board of the bank”  has dealt a 
severe blow to the career progression of 
General Managers in the large nationalised 
banks. 
 
By virtue of the above condition the GMs in 
large nationalised will become eligible for 
promotion to ED only on becoming Chief 
General Managers whereas their counterparts 
in small nationalised banks have no such 
criteria and they will become automatically 
eligible if they meet the other condition. The 
irony is there is a possibility of people from 
junior batch getting promoted much before the 
persons senior to them.  
 
It is also understood that CGMs of State Bank of 
India are given eligibility though they are not 
the highest level below the Board in their Bank.  
On the one hand it precludes certain General 
Managers while allowing few others and hence  
this said condition works against the principle 
of natural justice. 
 
Hence, we request your good self to direct the 
concerned department to set right this anomaly 
and also include eligible General Managers of 
large nationalised banks also in the 
candidates’ pool so that they are not deprived 
of their fair share of promotion opportunity.  
 

*** 

 
Canbandhan : Sudeep Dutt Bhargava (Kumarheda 
Br)and Khyati Godiyal (Bhaniyawal Br) 

 



 
 

 
Felicitation function on Mr. Shiva Prasad, CBOA Vice President who is retiring on Superannuation at Mysore 

 

 

 
CBOA Team Mumbai visit to SBOA Mumbai office 

 

 
Felicitation of Retirees by CBOA Bengaluru  

 
 

Contribution of a part of Covid Special 
Allowance to Dailywagers by CBOA 
Mangluru 

Contribution of a part of Covid Special Allowance to Dailywagers by 
CBOA Kolakatta 



 
 

 
Friendly cricket match for Canpals arranged by CBOA Erode 

 

 
Regional Committee Meeting by CBOA Hyderabad 

 
*** 


