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and scope for promoting value added products.
The Production Linked Incentive Scheme for
Food Processing Industry has been formulated
based on the Production Linked incentive
scheme of NITI Aayog under “AatmaNirbhar
Bharat Abhiyaan for Enhancing India's
Manufacturing Capabilities and Enhancing
Exports”. The scheme is to support creation of
global food manufacturing champions
commensurate with India’s natural resource
endowment and support Indian brands of food
products in the international markets with an
outlay of Rs.10900 crore. Achieving full
potential of this sector would require Indian
companies to improve their competitive
strength vis-à-vis their global counterpart in
terms of scale of output, productivity, value
addition and their linkages with the global value
chain.

Rural Banking
Production Linked Incentive Scheme
– Food Processing Industry
India’s food processing sector has received FDI
worth US$10.24 billion upto December 2020
and by the year 2030, the sector is expected to
be worth over half a trillion dollars, making India
the world’s fifth largest consumer market.
Multinational companies ITC Limited, Nestle,
Parle, Britannia, and Hindustan Unilever
Limited (HUL), are the sector’s top FMCG (fastmoving consumer goods) companies in India
which welcomed the PLI scheme, which could
fuel investment and vertical growth in the food
processing sector. Government of India (GOI)
has approved a new Central Sector Scheme “Production Linked Incentive Scheme for Food
Processing
Industry
(PLISFPI)”
for
implementation during 2021-22 to 2026-27 with
an outlay of Rs. 10,900 crore. The scheme is
being implemented by Ministry of Food
Processing Industries (MoFPI) vide their
notification dated 02.05.2021.

Objectives
The objective of the scheme is to support the
creation of global food manufacturing
champions; promote Indian brands of food
products; increase employment opportunities
for off-farm jobs, ensure remunerative prices of
farm produce and higher income to farmers.
The implementation of the scheme would
facilitate expansion of processing capacity to
generate processed food output of Rs 33,494
crore and create employment for nearly 2.5
lakh persons by the year 2026-27.
Components
The
scheme
has
components/segments:

Background

three

broad

1st component relates to incentivising
manufacturing of four major food product
segments viz. Ready to Cook/ Ready to Eat
(RTC/ RTE) including millet-based foods,

The food processing sector in India
encompasses manufacturing enterprises in all
the segments from micro to large industries.
India is having competitive advantage in terms
of resource endowment, large domestic market
1
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Processed Fruits & Vegetables,
Products & Mozzarella Cheese.

Marine

Implementation strategy and incentives
(i)

2nd component is for incentivising Innovative/
Organic products of SMEs across all the above
four food product segments including Free
Range - Eggs, Poultry Meat & Egg Products.
3rd component relates to support for branding
and marketing abroad to incentivise the
emergence of strong Indian brands.

(ii)

(iii)

Eligible Applicant:
(i)
Proprietary Firm or Partnership Firm or
Limited Liability Partnership (LLP) or a
Company registered in India
(ii)
Co-operatives; and SMEs making an
Application for seeking approval for
coverage under the Scheme.
(iii)
A Company applying on its own behalf
and its subsidiary provided the
Applicant Company holds more than
50% of the stock of its subsidiary.
(iv)
Marketing Federation or Apex level cooperatives applying on behalf of
Member Unions or Member cooperatives in the case of cooperatives.

(iv)

The scheme shall be implemented
through a Project Management Agency
(PMA) which will be responsible for
providing secretarial, managerial and
implementation support and carrying
out other responsibilities as assigned
by MoFPI from time to time.
The PMA would, inter-alia, be
responsible
for
appraisal
of
applications/ proposals, verification of
eligibility for support, scrutiny of claims
eligible for disbursement of incentive
The incentive under the scheme would
be paid for six years ending 2026-27.
The incentive payable for a particular
year will be due for payment in the
following year. The duration of the
scheme will be six years i.e. 2021-22
to 2026-27.
The scheme is "fund-limited", i.e. cost
shall be restricted to the approved
amount. The maximum incentive
payable to each beneficiary shall be
fixed in advance at the time of approval
of that beneficiary. Regardless of
achievement/
performance,
this
maximum shall not be exceeded.

Administrative Mechanisms
The Scheme would be monitored at Centre by
the Empowered Group of Secretaries chaired
by the Cabinet Secretary. Inter-Ministerial
Approval Committee (IMAC) would approve
selection of applicants for coverage under the
scheme, sanction and release of funds as
incentives. The Ministry will prepare Annual
Action Plan covering various activities for
implementation of the scheme. A third party
evaluation and mid-term review mechanism
would be built in the programme.

The selected applicant will be required to
undertake investment, as quoted in their
Application (Subject to the prescribed
minimum) in Plant & Machinery in the first two
years i.e. in 2021-22 & 2022-23. Investment
made in 2020-21 also to be counted for
meeting the mandated investment.
2

Knowledge Bank December 2021

MIS should be commissioned by PMA for
online monitoring of the progress in
implementation of the projects, enable it in
taking interim corrective measures, if required.

Branding & Marketing
Under the scheme, Incentive is extended for
the promotion of only Indian Brands abroad.
The scheme Supports Food manufacturing
entities with stipulated minimum Sales and
willing to make minimum stipulated investment
for expansion of
processing capacity
and Branding abroad
to
incentivise
emergence of strong
Indian brands. An
indicative list of activities covered under
Branding & Marketing are In-store Branding,
Shelf Space Renting, Listing Fee, Electronic/
Social Media and Print Media, outdoor publicity,
billboard, commercial advertisement on
channels etc.

Empowered Group of Secretaries (EGOS)
The Empowered Group of Secretaries (EGOS)
chaired by the Cabinet Secretary will monitor
the implementation of the Scheme and
undertake periodic review of the outgo to
ensure that the expenditure is within the
prescribed outlay.
Approval Process
On receipt of Applications, the PMA should
share relevant information with the concerned
Committees for their advice as decided by
MoFPI. The PMA would process the
Applications
and
make
appropriate
recommendations to the MoFPI for approvals
under the Scheme. The MoFPI would consider
Applications, as recommended by PMA for
approval under the Scheme. All the
Applications should be finalized within 90 days
from the date of closure of Application window,
subject to completeness of documents from the
Applicants.

Scale of Grant
Applicants will be extended financial incentives
@ 50% of expenditure on Branding &
Marketing abroad subject to a maximum grant
of 3% of Sales of food products or Rs 50 crore
per year, whichever is less. Sales of food
products imply 3% of sales of all food products
of the Applicant. The minimum expenditure on
Branding & Marketing abroad for Incentive shall
be Rs. 5 crore over a period of five years. In
such case, an admissible grant would be Rs
2.5 crore.

Conclusion
PLIs are essentially the incentives to
companies to boost product. They could be in
the form of tax rebates, import and export duty
concessions, or maybe easier land-acquisition
terms. The benefits of a PLI scheme are
passed on to the final consumers of the goods
in terms of lower prices.

Online Portal:
All Applications will be submitted through an
online portal maintained by the PMA. Upon
successful submission of an Application, PMA
will issue a unique Application ID to the
Applicant for all future references pertaining to
the Scheme. Application can be made on the
online
portal,
URL
of
which
is
https://plimofpi.ifciltd.com. A web based

Dr Jaykumar,
Faculty-in-charge, STC, Trichy
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HR Management
HR – Challenges and Expectations
Human Resource Management is the
backbone of any organization. This becomes
particularly true for Banks where norms are as
important as existing regulation in constantly
emerging operational scenarios. With so many
challenges in Banks related to Risk, frauds,

Manpower planning should follow a life cycle
approach. When the person joins the
organization and starts the career, it is
important for the person to know his
responsibilities and job roles. This focussed
approach will help him, to contribute towards
building a stronger Bank and also in
accomplishing career goals. The manpower
planning must be set, keeping in view the goals
of the organization along-with the retirement
and succession planning. As Bankers, we have
responsibilities towards our society and nation
as well, so it is desirable to have proper
succession planning for smooth and non
disruptive services.

etc., it is extremely important to have trained
employees in the system who may dovetail the
legacy knowledge with the evolving aspirations
and technological refinement in the industry.
The most challenging part for HR is to maintain
and grow on an ongoing basis, the talent pool
of all important areas of Banking.
The scarcity of quality human resource is
widely lamented. With this ideas in mind it is
utmost important for Bank’s HR to take care of
their real asset which is Human Resource from
the point of view of productivity from a satisfied
employee and for the sheer need for retention
and continuity. Proper grooming of employees
through various levels of training, exposure,
compassion, empathy, acceptance, tolerance
are all required to handle this scarce resource.
Employees when handled with care, mostly
results in increased loyalty.

Acquiring right people is the key to success for
the Banks. We understand that in the Banks
there are regular routine jobs as well as
specialised jobs. It is important to have an
inclusive approach while hiring people. Older
generation people and new generation people
both should work together as a team. The
emoluments play an important role. Therefore,
it is preferable to have a salary structure which
is competitive to attract people from within the
banking space and other industries that are
vying for the same quality talent. Since banking
is rarely seen as an exclusive discipline, the
skill sets that are required range from financial
management, marketing and more lately even
the IT industry.

Planning, acquiring the right people, on
boarding and retaining the manpower talent,
managing the exit are some of the major areas
which need immediate focus of the HR.

Retaining the manpower talent is a going
concern for Banks. It is evident that when
marginally opportunities are available outside
the Bank, then people tend to quit. HR should
4
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try to retain talent by regular up-skilling of the
workforce and creating non-monetary
associations with the employee’s aspiration and
life goals for continued relevance of
employment. Right amount of knowledge
building and empowering is needed regularly.
This shall help the employee to derive Job
Satisfaction. These days, people are more
concerned about their social status and the
banks must align themselves of the evolving
hierarchy of needs of its employees as they
move through various stages in life and career.
HR has a key role to play in building that level
of satisfaction for the employees and thereby
improving retention.

soft skills mainly in the customer facing roles.
Training and regular mentoring are therefore
the game changers. Well-meaning products
and processes without adequate and motivated
manpower
are
ineffective
and
counterproductive in the long run. Public Sector
Banks have a critical role in building economy
of our nation. Many people are dependent on
various financial services available through
these Banks/Banking channels. It is, therefore,
essential to have a robust HR system in place.
Dipali Chandra
Principal, Staff College, Lucknow
-------------------------------------------------------------

General Banking

Managing the exit is as important as managing
the non-disruption of important functions. It is
rational for HR to capture the reasons of
employee exit. If someone is leaving the Bank,
then possible reasons should be ascertained
and analysed. Deficiencies or failures on the
part of the system or procedures may be
studied and improved upon. Frequent transfers,
workplace complications, perceived inequity,
job related stress etc are also some major kind
of reasons attributing to exit. It is also the role
of the HR to see how to fill in that position
through lateral replacement if the exit is of a
valued resource. There is also cost involved in
losing skilled employees.

The importance of ‘Blue Ocean
strategy” in Marketing
The term ‘Blue Ocean’ among the marketing
professionals relate to a market place for any
product or service where apparently presence
of competition for that product/service is almost
nil or there is little competition. This may infer,
that if the products/ services are introduced in
that market place, the market could turn out to
be a monopoly for the marketer, at least for
some time, till other competitors enter into that
market segment to capture share of the market.
The existence of ‘Blue Ocean’ implies that the
potential for earning profits from the specific
market is higher due to negligible or no
competition.

Conclusion
It is the right time for the HR to underscore the
importance of manpower through proper
planning and reskilling. Most of the
people
in
an
organization make the
real difference. The
products
and
processes
are
important but it is also important to have
persons with right attitude and the necessary

The term ‘Blue Ocean’ was first coined by
South Korean business theorist Prof. Chan
Kim, who was the Professor of Strategy and
Management at INSEAD and one of his
colleagues at the same institute, Prof. Reene
Mourborgene, in the year 2004. The term is a
buzz word today, among the marketing circles.

5

Knowledge Bank December 2021

‘Blue Ocean’ also describes an ever-existing
phenomenon that is of creating “uncontested
market space” out of existing ones.

Blue Ocean Strategy Vs Red Ocean Strategy
BLUE OCEAN
STRATEGY
Create untapped
potential market new
market
No or little competition

In contrast, we observe that, today’s industry is
so crowded, that competitors are competing
over
tapering profits, which makes it
unlikely to create profitable growth in the future.
Such a crowded market place with full of
competitors fighting for market share and their
survival is defined as RED- OCEAN. In Red
Ocean, the market players fight for their
survival by putting their time, resources and
efforts in retaining the market share at the cost
of their profits. Hence the market place turns
red out of the bleeding profits of the
competitors.

Make the competition
irrelevant
Marketer creates and
capture new demand

Break the value cost
trade off
Institutions resources
and system focuses on
pursuit of differentiation
and low cost

RED OCEAN
STRATEGY
Compete in existing
market place
Firms face cutthroat competition
Beat the competition
for market share
Exploit existing
demand in the
market space
Trade off - Value to
Cost
Focus of
institution/firms
activities on low
cost or its strategic
differentiation in the
existing market
space

Principles of Blue Ocean strategy
Red Ocean is a market place condition of
present day’s existing and invaded industries
whereas Blue Ocean represents all the
industries that do not exist yet.

Marketing strategists and market theorists have
defined the following principles of Blue Ocean
Strategy
1. Re- Define- Market Boundaries:
The first principle asserts that for an
organization to explore new opportunities and
find new markets, it must break away from
conventions and ignore boundaries. In
redefining the market boundaries, there is a
need to find new opportunities and possibilities
beyond the established conventions or outside
the norms of existing industry and market.

The key is the innovation value. Therefore,
instead of exploiting existing demand, the
commercial institutions should focus on to
unleash and capture a new demand and create
the innovation value rather than the added
value. This is how the commercial
establishments could create uncontested
market space by creating blue oceans. The
Blue Ocean Strategy tends to replace the
competitive advantage that most companies
seek, with value innovation as its main goal.
6
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2. Focus on the Big Picture vis-a-vis on
Numbers
Most of the time, Organizations are overly
cautious about exploring new opportunities.
They believe that the best way to survive in the
market is to stick to conventions or rules
commonly prescribed in the red ocean. They
become too attached to numbers and results,
instead of exploring the bigger picture. The
second principle speaks of breaking away from
conventional thinking and emphasizes on out of
box approach.

4. Strategic Sequencing of elements
Marketers consider the Blue Ocean Strategy as
a systematic process rather than single step
approach. This means that it follows an
established blueprint composed of four
elements that also correspond to strategic and
sequential steps.
These 4 elements defined by marketers/
market theorists are as follows


Buyer Utility: The buyer utility is about
creating an irresistible or exceptional offer
that will generate realization of utility.



Price, Cost: While price is about
determining if the product is accessible to
the mass consumers, Cost is about setting a
cost target without changing the strategic
price to attain the desired level of
profitability.

3. Exploring newer demands or Reaching
beyond Existing Demand
Creating a blue ocean also refers to the
maximization of its size. Marketers categorize
non customers into three tiers who can be
transformed into actual customers. These tiers
can be linked to a concentric circle with the
inner-to-outer levels representing the distance
of noncustomers.


 Adoption: Adoption points to addressing
the adoption hurdles in actualizing the
business idea.

The 1st tier of non customers: The firstlevel tier of non customers is those who
merely buys or avails the service from a
company/firm, out of necessity.



2nd tier of non customers: The secondlevel tier is completely adamant about
buying because of loyalty to an alternative.



3rd tier of non customers: The third-level
tier is completely unaware of the product.

All the above four steps are as such that one
cannot simply jump from the first step to the
third or fourth step. This also means that failure
within a particular step would call for a
rethinking and repositioning of the steps it
preceded. For example, failure in cost will
require a reconsideration of the established
pricing strategy.
5. Overcoming Barriers/hurdles

When it comes to tapping non customers
categorized in each tier, it is important to
understand its unique characteristics. For
example, tapping the noncustomers from the
first level would require making the product
irresistible while those in the second level
would need presenting the product as if it is the
best choice. Customers in the third level need
convincing about the necessity of the product.

Many a times, even meticulously planned
Strategies are often hard to translate into action
because of hurdles and barriers. These hurdles
or barriers in Blue Ocean Strategy could be


7
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organization under stress
discourages decision-makers.

somehow



Limited Resources: The second hurdle is
limited resources. The need to generate
and utilize resources can be troubling due
to limited capabilities.



Motivation: It could be the third key
hurdle. Motivation, keeps decision-makers
from moving past beyond the conventions.



Politics: Politics among the stakeholders
could turn out to be a fourth hurdle. The
lack of will from the leaders,
disagreements among critical decisionmakers, and a chaotic workplace
environment would certainly prevent an
organization from going beyond the
convention.

Conclusion
In a contemporary market place, cut throat
competition among the various competitors for
retaining the market share is a reality all across
the industry, including our own banking
industry.
The ‘Blue Ocean’ Strategy educates that
making the competition irrelevant is the key to
success in such scenario. But, for making the
competition ineffective or irrelevant the
organization has to either redefine the industry
or it has to create a new market.
It emphasizes that survival of the organizations
further requires innovation to serve the society
in fulfilling their new demands by providing
them with new products and services. These
new markets are more profitable in the long run
for the organizations because of the absence of
competition in the market space. The strategy
is one of the ways for proactive organizations to
gain competitive advantage.
Mirza Hussain Ali
Faculty-in-charge, STC Noida
---------------------------------------------------------------

Integrated Ombudsman Scheme 2021
6. Implementation/Execution of Strategy
The execution makes or breaks the strategy.
Hence, the sixth principle of the Blue Ocean
Strategy asserts the need to build execution
into the strategy itself. This entails recognizing
the fact that an organization is not simply about
the
top-level
management,
middle
management, or the employees. The
organization is all about all stake holders, the
whole thing and as such, a strategy should be
executed across all levels and in the different
organizational facets to make it successful.

Integrated Ombudsman Scheme is a Scheme
for resolving customer grievances in relation to
services provided by entities regulated by
Reserve Bank of India in an expeditious and
cost-effective manner. The Scheme applies to
the services provided by a Regulated Entity in
India to its customers under the provisions of
the Reserve Bank of India Act, 1934, the
Banking Regulation Act, 1949, and the
Payment and Settlement Systems Act, 2007.
The Scheme was launched virtually by Hon.
Prime Minister on November 12, 2021 and was
made operational from the same date. The
main objective of the scheme is to improve the
mechanism for handling consumer complaints
8
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and grievances against banks, NBFCs, system
operators, and other regulated entities under
RBI.

With the implementation of this scheme the
consumer complaints will be addressed and
resolved at a faster pace and with maximum
transparency. Under this scheme the
consumers will now have one portal, one email
ID and one address for filing complaints.
Consumers will be able to file a complaint and
track the complaint status at one place. This
scheme will establish a centralized route for
filing and redressal of complaints thereby
following One Nation-One Ombudsman
approach.

The Scheme integrates the existing three
Ombudsman schemes of RBI namely, (i) the
Banking Ombudsman Scheme, 2006; (ii) the
Ombudsman Scheme for Non-Banking
Financial Companies, 2018; and (iii) the
Ombudsman Scheme for Digital Transactions,
2019.
The Scheme aims to provide cost-free redress
of customer complaints involving deficiency in
services rendered by entities regulated by RBI
viz. banks, NBFCs and pre-paid instrument
players, if not resolved to the satisfaction of the
customers or not replied within a period of 30
days
by
the
regulated
entity.

Salient features of the Scheme


It will no longer be necessary for a
complainant to identify under which scheme
he/she should file complaint with the
Ombudsman.
 The Scheme defines ‘deficiency in service’
as the ground for filing a complaint, with a
specified list of exclusions. Therefore, the
complaints would no longer be rejected
simply on account of “not covered under the
grounds listed in the scheme”.
 The Scheme has done away with the
jurisdiction of each ombudsman office.
 A Centralised Receipt and Processing
Centre have been set up at RBI,
Chandigarh for receipt and initial processing
of physical and email complaints in any
language.
 The responsibility of representing the
Regulated Entity and furnishing information
in respect of complaints filed by customers
against the Regulated Entity would be that
of the Principal Nodal Officer in the rank of a
General Manager in a Public Sector Bank or
equivalent.
 The Regulated Entity will not have the right
to appeal in cases where an Award is
issued by the ombudsman against it for not
furnishing
satisfactory
and
timely
information/documents.

Besides integrating the three existing schemes,
the Scheme also includes under its ambit NonScheduled Primary Co-operative Banks with a
deposit size of ₹50 Crore and above. The
Scheme adopts ‘One Nation One Ombudsman’
approach by making the RBI Ombudsman
mechanism jurisdiction neutral. A centralised
receipt and processing centre has been set-up
in Chandigarh for initial handling of complaints
in any language, where all complaints in
electronic mode (E-mail) as well as in physical
form, including postal and hand-delivered
complaints shall be received for scrutiny and
initial processing. The complaints received
directly at any of the offices of RBI shall also be
forwarded to centralised processing centre for
initial processing.
9
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customer, in writing to represent the
complainant in the proceedings before the
Ombudsman.

 The Executive Director-in charge of
Consumer Education and Protection
Department of RBI would be the Appellate
Authority under the Scheme.

Customer can file their complaints/grievance on
the complaint management system https://cms.rbi.org.in. Further, complaints can
also be filed through e-mail to crpc@rbi.org.in
or physical letter sent to the ‘centralised receipt
and processing centre’ set-up in Chandigarh.

Under the scheme, The Reserve Bank will
appoint one or more of its officers as
Ombudsman or Deputy Ombudsman, to carry
out the functions entrusted to them under the
Scheme, whose tenure shall not exceed three
years at a time. The offices of
Ombudsman/Deputy Ombudsman and the
centralised processing centre shall be
adequately staffed by the RBI and cost thereof
shall also be borne by the RBI.

Additionally, a contact centre with a toll-free
number – 14448 (9:30 am to 5:15 pm) – has
been made available to the customers as an
alternative grievance redressal method for
enquiry, getting information or clarifications.
The
Contact
Centre
will
provide
information/clarifications regarding the alternate
grievance redress mechanism of RBI and to
guide complainants in filing of a complaint.
Complaints which will be in the nature of
offering suggestions or seeking guidance or
explanation shall not be treated as valid
complaints under the Scheme and shall be
closed
accordingly
with
a
suitable
communication to the complainant. Similarly,
Complaints which are non-maintainable under
clause 10 shall be separated to issue a suitable
communication to the complainant.

Ombudsman/Deputy Ombudsman will be the
concerned authority which shall receive and
resolve all the financial grievances of the
aggrieved
consumers/customers.
The
Ombudsman/Deputy
Ombudsman
shall
consider the complaints of customers of
Regulated Entities relating to deficiency in
services provided.

The remaining complaints shall be assigned to
the offices of the Ombudsman for further
examination under intimation to the
complainant. A copy of the complaint shall also
be forwarded to the Regulated Entity against
whom the complaint is filed with a direction to
submit its written version.

“Deficiency in service” has been defined under
the act as- “a shortcoming or an inadequacy in
any financial service, which the Regulated
Entity is required to provide statutorily or
otherwise, which may or may not result in
financial loss or damage to the customer”

Resolution of Complaints

Any customer aggrieved by an act or omission
of a Regulated Entity resulting in deficiency in
service may file a complaint under the Scheme
personally or through an authorised
representative (other than an advocate), which
must be duly appointed and authorised by the

The Ombudsman/Deputy Ombudsman shall
endeavour to promote settlement of a
complaint by agreement between the
complainant and the Regulated Entity through
facilitation or conciliation or mediation.
10
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The proceedings before the Ombudsman shall
be summary in nature and shall not be bound
by any rules of evidence. The Ombudsman
may examine either party to the complaint and
record their statement.

If any amicable settlement of the complaint is
arrived at between the parties, the same shall
be recorded and signed by both the parties and
thereafter, the fact of settlement may be
recorded, annexing thereto the terms of
settlement, directing the parties to comply with
the terms within the stipulated time.

The Regulated Entity shall, on receipt of the
complaint, file its written version in reply to the
averments in the complaint enclosing therewith
copies of the documents relied upon, within 15
days before the Ombudsman for resolution.

The complaint would be deemed to be
resolved when:


In case the Regulated Entity omits or fails to file
its written version and documents within the
stipulated time, the Ombudsman may precede
ex-parte based on the evidence available on
record and pass appropriate Order or issue an
Award. There shall be no right of appeal to the
Regulated Entity in respect of the Award issued
on account of non-response or non-furnishing
of information sought within the stipulated time.





It has been settled by the Regulated Entity
with the complainant upon the intervention
of the Ombudsman; or
The complainant has agreed in writing or
otherwise (which may be recorded) that
the manner and the extent of resolution of
the grievance is satisfactory; or
The complainant has withdrawn the
complaint voluntarily.

Award by the Ombudsman

In case the complaint is not resolved through
facilitation, such action as may be considered
appropriate, including a meeting of the
complainant with the officials of Regulated
Entity, for resolution of the complaint by
conciliation or mediation may be initiated.

Unless the complaint is rejected, the
Ombudsman shall pass an Award in the event
of:
 Non-furnishing of documents/information; or
 The matter not getting resolved based on
records placed, and after affording a
reasonable opportunity of being heard to
both the parties.
A copy of the Award shall be sent to the
complainant and the Regulated Entity.
The Award passed shall lapse and be of no
effect unless the complainant furnishes a letter
of acceptance of the Award in full and final
settlement of the claim to the Regulated Entity
concerned, within a period of 30 days from the
date of receipt of the copy of the Award, unless
the complainant has preferred an appeal
against the award.

The parties to the complaint shall cooperate in
good faith with the Ombudsman/Deputy
Ombudsman, as the case may be, in resolution
of the dispute and comply with the direction for
production of any evidence and other related
documents within the stipulated time.

11
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The Regulated Entity shall comply with the
Award and intimate compliance to the
Ombudsman within 30 days from the date of
receipt of the letter of acceptance from the
complainant, unless it has preferred an appeal.




There will not be any monetary limit on the
amount in a dispute that can be brought before
the Ombudsman for which the Ombudsman
can pass an Award. However, for any
consequential loss suffered by the complainant,
the Ombudsman shall have the power to
provide a compensation maximum up to
Rupees 20 lakh, and in addition to, maximum
up to Rupees One lakh for the loss of the
complainant’s time, expenses incurred and for
harassment/mental anguish suffered by the
complainant.





While the Ombudsman shall have the power to
address and close all type of complaints, the
Deputy Ombudsman shall have the power to
close those complaints only which falls under
clause 10 of the Scheme besides complaints
settled through facilitation as stated under
clause 14 of the Scheme.

Appeal before the Appellate Authority

Rejection of a Complaint

There shall not be any right of appeal to a
Regulated Entity for an Award issued for nonfurnishing of documents/information.

The Deputy Ombudsman or the Ombudsman
may reject a complaint at any stage if it
appears that the complaint made:



The Regulated Entity may, aggrieved by an
Award or closure of a complaint, within 30 days
of the date of receipt of communication of
Award/ letter of acceptance of Award by the
complainant or closure of the complaint, prefer
an appeal before the Appellate Authority.
However, an appeal may be filed by a
Regulated Entity only with the previous
sanction of the Chairman or the Managing
Director/Chief Executive Officer or, in their
absence, the Executive Director/Official of
equal rank.

Is non-maintainable under clause 10; or
Is in the nature of offering suggestions or
seeking guidance or explanation

The Ombudsman may reject a complaint at
any stage if:



compensation as indicated in clause 8(2);
or
The complaint is not pursued by the
complainant with reasonable diligence; or
The complaint is without any sufficient
cause; or
The complaint requires consideration of
elaborate documentary and oral evidence
and the proceedings before the
Ombudsman are not appropriate for
adjudication of such complaint; or
In the opinion of the Ombudsman there is
no financial loss or damage, or
inconvenience caused to the complainant.

In his opinion there is no deficiency in
service; or
The compensation sought for the
consequential loss is beyond the power of
the Ombudsman to award the
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Knowledge Bank December 2021

Similarly, the complainant also may, aggrieved
by an Award or rejection of a complaint, within
30 days of the date of receipt of the Award or
rejection of the complaint, prefer an appeal
before the Appellate Authority.

accessing formal financial services. It is
targeted at the low-income and unemployed
fraction of the population.
The purpose of microfinance is to provide
financial services to people generally excluded
from traditional banking channels because of
their low, irregular and unpredictable income.
Microfinance includes microcredit, the provision
of small loans to poor clients, savings and loan
accounts, micro-insurance, and payment
systems, among other services. The institutions
supporting microfinance offer services such as
lending, setting up bank accounts and providing
micro-insurance products.

Further the Appellate Authority may, if he is
satisfied that the complainant or Regulated
entity had sufficient cause for not making the
appeal within the time, may allow a further
period not exceeding 30 days.
The Appellate Authority may, after giving the
parties a reasonable opportunity of being
heard:








Dismiss the appeal; or
Allow the appeal and set aside the Award
or order of the Ombudsman; or
Remand the matter to the Ombudsman for
fresh disposal in accordance with such
directions as the Appellate Authority may
consider necessary or proper; or
Modify the order of the Ombudsman or
Award and pass such directions as may
be necessary to give effect to the order of
the Ombudsman or Award so modified; or
Pass any other order as it may deem fit.

Background:
In the year 1976, Muhammad Yunus in
Bangladesh started the first organization viz.,
Grameen Bank by providing loans to its clients
and rendered a variety of subjects including
poverty alleviation, rural welfare and social
empowerment to women. In 2006, the Nobel
Peace Prize was awarded to both Yunus and
the Grameen Bank for their efforts in
developing the microfinance system. The first
initiative to introduce microfinance was
the Self-Employed
Women’s
Association (SEWA) in Gujarat, which
established SEWA Bank in 1974. One
successful initiative is Kudumbashree, the
Kerala state’s Poverty Eradication Mission that
was launched in 1998. This female-led
community organisation of Neighbourhood
Groups (NHGs) brings women from rural and

The order of the Appellate Authority shall have
the same effect as the Award passed by
Ombudsman or the order rejecting the
complaint, as the case may be.
Ram Kumar
Faculty-in-charge, STC Patna
-------------------------------------------------------------

Microfinance – A key milestone for
billion aspirations
Microfinance has emerged as one of most
important financial tools to foster financial
inclusion. Microfinance is a type of banking
service provided to unemployed or low-income
individuals or groups who have difficulty in
13
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urban areas together to fight for their rights and
helps empower them.




In India, there are two microfinance models so
far, first - the bank led approach mainly through
Self Help Group (SHG) – Bank Linkage
Programme (SHG-BLP), and the second one
through the specialised micro finance
institutions led model. SHG - bank linkage
programme (SBLP) which was started as a pilot
project in 1992 by National Bank for Agricultural
and Rural Development (NABARD) and this
programme proved to be quite successful over
the years. This initiative has further deepened
rural credit by transforming into an all-inclusive
programme for building financial and
technological capabilities in rural India.





Microfinance institution:

JLG can be an informal group of 4-10
individuals who avail loans against mutual
guarantee from banks for the purpose of
agricultural and allied activities. This category
consists of tenants, farmers and other rural
workers. They work for lending and savings
purpose. Members invest loan amount for
different purposes, but are guarantors of each
other.





Regional Rural Banks (RRBS)
Non-Banking
Financial
Companies
(NBFCS)
Section 8 Companies
Microfinance Institutions (MFIS)
Registration of society under Societies
Registration Act (1860)
A trust under Indian Trust Act (1880) or
registered public trust under state enforced
governing trust.
A society registered under the Multi State
Cooperatives Societies Act 2002 or a
mutual benefit corporative.

Models in Microfinance
Joint Liability Group:

Self Help Group (SHG):
Indian microfinance sector has witnessed
phenomenal growth over past two decades in
terms of increase in both - the number of
institutions providing micro finance as also the
quantum of credit made available to the micro
finance customers. Microfinance institutions as
the organization of individuals which includes
the following if they concentrate on the purpose
of increasing microfinance services. Presently,
micro credit is delivered through a variety of
institutional channels viz.,



Self Help Group is a type of formal or informal
group (10-20 members per group) consisting of
small entrepreneurs with similar kind of socioeconomic backgrounds. Such individuals
temporarily come together and generate a
common fund to meet the emergency needs of
their business. These groups are generally
non-profit organizations. The group assumes
the responsibility of debt recovery. The
advantage of this micro-lending system is that
there is no need for collateral. Interest rates are
also generally low and fixed especially for
women. In addition various tie-ups of banks

Scheduled Commercial Banks (SCBS)
Cooperative Banks
14
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with SHGs have been implemented for the
hope of better financial inclusion in rural areas.

payment of interest and repayment of principal
for all outstanding loans of the household at
any point of time should not be more than 50
per cent of the household income.

Opportunity for BPR model:
In addition to the above, the traditional models
such as Grameen Bank model and rural
cooperatives (70-80 Members in a group)
which are relatively small means and provide
basic financial services to the organized
sectors. But most of the MFI’s follow SHG or
JLG model and the decision of selection is
irreversible in nature. Hence in the long run, the
MFI industry adopting revised framework needs
to undergo refined business process
reengineering model so as to effectively reach
out to the under financed groups in the
untapped sectors of the rural households.

Pricing of loans:
Some small and local MFIs in certain parts of
the state were charging high interest rate from
the people in past decades (CRISIL). Similarly
any event similar to the “MFI Crisis” of 2010 will
again reduce the pace of growth in this
industry.
However,
based
on
the
recommendations of Malegam Committee, the
guidelines issued in December 2011 prescribed
a uniform margin cap (12 per cent for smaller
NBFC-MFIs with portfolio of Rs.100 crore and
less and 10 per cent for others) along with a
cap of 26 per cent on individual loans. In 2012,
the fixed interest rate ceiling of 26 per cent was
removed. In April 2014 an additional criterion
was introduced where in the lending rate was
fixed at a multiple (2.75 times) of the average
base rate of five largest commercial banks.

Challenges to beneficiaries in microfinance:
There have been three distinct sets of criticisms
against micro finance lenders –
(i) That they lead their borrowers into debt-trap
like situations;
(ii) They charge usurious rates of interest often
disproportionate to their funding and
operational costs; and
(iii) They deploy harsh recovery methods
leading to distress amongst borrowers.

During the recent Sa-Dhan National
Conference held on “Revitalizing Financial
Inclusion”, the proposed framework is to do
away with the prescribed ceiling and mandate
all lenders to have a board approved policy on
all-inclusive interest rate charged to the micro
finance borrowers. The lenders would also
have to make available a simplified factsheet
on pricing of micro finance loans to the
borrowers along with the disclosure of

These are issues which need to be critically
introspected and addressed by the lenders to
prevent recurrence of the crisis episodes.
Further, small borrowers are increasingly able
to get multiple loans from several lenders well
beyond their repayment capacity, contributing
to over-indebtedness and multiple lending. The
borrowers then end up defaulting on their
repayment obligations. This leads to coercive
recovery practices by the entities for recovery
of their dues. The RBI proposal is that the
15
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minimum, maximum, and average interest rates
charged by them.

fails to resolve the issue related to recovery in a
given time frame then credit risk occurs. A
digital environment solves the problem of
asymmetric information and in turn reduces the
scope of credit risk.

RBI Initiatives in microfinance:
When
microfinance
activities
gained
prominence in the 1990s, RBI recognized it as
a new paradigm with immense potential and a
view was taken that MFIs are significantly
different from other financial institutions - both
in terms of institutional structure and product
portfolio. A distinct regulatory regime for these
institutions was carved out in alignment with the
specific nuances of the sector without diluting
the principles of prudence, financial stability
and customer interest.

Transaction risk: It is related to a particular
borrower. A borrower may not be trustworthy
and hence can be a wilful defaulter or unable to
repay due to financial constraints.
Portfolio risk: It arises when lender loses a
particular class or portfolio due to a number of
reasons.
Future potential:
There is a market potential for Micro Finance
Institutions in India. This growth lies in adoption
of mechanisms for the dynamic business and
sustainable environment. The strategies are

One key milestone in the evolution of this
regulatory framework was the constitution of
the committee under the Chairmanship of Shri.
Y.H. Malegam. Based on the recommendations
of this Committee, RBI introduced a
comprehensive regulatory framework for
NBFC-MFIs in December 2011. The
regulations prescribed the eligibility criteria for
microfinance loans which was linked to core
features of microfinance i.e., lending of small
amounts to borrowers belonging to low-income
groups without collateral, with flexible
repayment schedules, fair practices in lending
such as transparency in charges, ceilings on
margins and interest rates, non-coercive
methods of recovery and measures to contain
multiple lending and over-indebtedness.
Recently, Reserve Bank has come out with the
Consultative Document (CD) on ‘Regulation of
Microfinance’ seeking feedback from all the
stakeholders.

Operations innovation: This innovative
approach requires constant innovation in
product, distribution and technology.
e-KYC: e-KYC techniques and mobility app in
order to get essential tracking of the customer.
Analytical insights: MFI can use analytics at a
macro and micro level as a marketing tool for
increasing customer base. At the macro level,
insights generated through geospatial analytics
can be used to estimate population in an area,
identifying hotspots for strategic placement of
staff or branches and identification of growth
areas. At the micro level, customer repayment
history and his or her association with partners
can provide insights to retain the customer
through new products.

Risks:

Conclusion:

Credit risk: It can be defined as the risk of
incurring a loss due to borrower’s failure of
returning the loaned amount. If the institution

A billion aspirations may remain unfulfilled in
this vast section of the society as they are not
16
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in the formal financial fold prescribed by
institutions. Each type of microfinance
institution is difference from the other in many
outlooks but they work towards the common
goal of microfinance and financial inclusion.
Once tapped the untapped doors in the poor
rural households, the financial delivery
mechanism will help the poor livelihoods
including women to become owner of the
assets. It is possible to expedite financial
inclusion by leveraging the flexibility provided
by the multiple tech-led models in financial
services. Though RBI regulates the Micro
Finance industry, the stakeholders should take
a lot measures to foster microfinance growth.

should consider acquiring a new computer. If
you're not sure if your PC fulfils these criteria,
contact the original equipment manufacturer
(OEM) or, if your device is currently running
Windows 10, use the PC Health Check app to
see if it's compatible. It's worth noting that this
software doesn't check for graphics card or
display compatibility because most eligible
devices will meet the specifications specified
below.
To upgrade, your device must be running
Windows 10, version 2004 or later. Free
updates are available through Windows Update
in Settings>Update and Security.
Processor - 1 Gigahertz (GHz) or faster with 2
or more cores on a compatible
Bit - 64-bit processor or System on a Chip
(SoC).
RAM - 4 gigabyte (GB).
System firmware – UEFI (Unified Extensible
Firmware Interface)
TPM - Trusted Platform Module (TPM) version
2.0.
Graphics card - Compatible with DirectX 12 or
later with WDDM 2.0 driver.
Display- High definition (720p) display that is
greater than 9” diagonally, 8 bits per colour
channel.
Internet connection and Microsoft account
Windows 11 Home edition requires internet
connectivity and a Microsoft account.
Switching a device out of Windows 11 Home in
S mode also requires internet connectivity.
Learn more about S mode here.

Dr Jaykumar
Faculty-in-charge, STC Trichy
--------------------------------------------------------------

IT Management
Windows 11: Overview
Windows 11 was not expected to be released.
In 2015, Microsoft stated that Windows 10
would be the final version of the operating
system. After six years, though, Windows 11
makes an appearance. Every time there is a
fresh opportunity, it is a result of competition.
Google's light-weight desktop style is greatly
influenced by Windows 11.
Despite its strikingly different appearance,
Windows 11 is nearly identical to Windows 10
in terms of functionality, with the exception of a
few additional capabilities.

Get Windows 11:

System Requirement:

Windows 11 will be available as a free update
to licensed Windows 10 users. It is available
online free in amazon.in, flipcart and reliance
digital. However, the compatibility issue may
vary and required additional Hardware on
chargeable basis. Microsoft has announced

These are the minimal system requirements for
Windows 11 installation on a computer. If your
equipment does not satisfy these criteria, you
may be unable to install Windows 11 and
17
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that the new Windows 11 OS release will be
released today.

Gaming features
It also includes support for Auto HDR, which
Microsoft says will offer a richer, more vivid
range of colours.
Widgets. You may now customise widgets
directly from the Taskbar.
Microsoft Teams integration. Teams has a
new look and is now pinned to the Windows 11
Taskbar, making it quicker to use (and similar
to Apple's FaceTime). Teams will be available
on Windows, Mac, Android, and iOS.
Xbox tech for better gaming. Windows 11 will
get certain features found in Xbox consoles,
like Auto HDR and DirectStorage, to improve
gaming on your Windows PC.
Better virtual desktop support. Windows 11 will
let you set up virtual desktops in a way that's
more similar to MacOS, toggling between
multiple desktops for personal, work, school or
gaming use. You can also change your
wallpaper on each virtual desktop.
Easier transition from monitor to laptop, and
better multitasking. The new OS includes
features called Snap Groups and Snap
Layouts -- collections of the apps you're using
at once that sit in the Taskbar, and can come
up or be minimized at the same time for easier
task switching. They also let you plug and
unplug from a monitor more easily without
losing where your open windows are located.

Windows 11 New features:
A new, more Mac-like interface. Windows 11
features a clean design with rounded corners,
pastel shades and a centered Start menu and
Taskbar.
Integrated Android apps. The Amazon
Appstore will bring Android apps to Windows
11. This will make it native for the first time.

Changes include a new centre-aligned Taskbar
and Start button. The Live Tiles that have been
around in some form since Windows 8 are now
gone. Windows Update will be faster and more
efficient with updates that are 40 per cent
smaller and install in the background.
Support for Android apps
Microsoft is bringing Android apps to Windows
for the first time. People will notice Android
apps in the Microsoft Store. Adobe Creative
Cloud, TikTok, Zoom, and some of its native
apps will also come to Microsoft Store on
Windows 11. The company has also
announced that it will add Notepad and Paint.

The Microsoft Cloud for Financial Services will
offer customers unified customer profiles,
customer on-boarding tools, banking customer
engagement capabilities, and a collaboration
manager. It also will come with Account
protection capabilities for warding off bot
attacks, fake account creation, account
takeover, and fraudulent account access.
Avdesh Kumar
Faculty, SC Lucknow
---------------------------------------------------------------
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empathetic body language equals employee
engagement. Disengagement happens not
because people don’t want to be empathetic
but because with today’s tools, they don’t know
how.

Book Reviews of the Month
Title of the Book: “Digital Body Language How to build Trust & Connection, No Matter
the Distance”

The point elaborated here is that working
conditions are minimizing the conditions
required to foster and augment clear
communication, leading to widespread distrust,
resentment, and frustration. Face to face
interactions are minimal. There is no body
language to read. Every time the things are
growing faster leaving us no choice but to
adapt to the newest normal.

Reviewed by: Dipali Chandra, Principal, SC
Lucknow
About the Author:
Erica Dhawan is the world’s leading authority
on twenty-first-century Collaboration and
Connectional Intelligence.
Book Review:
This Book is having three parts. Part 1 talks
about the Digital Body Language, Part 2 is
about the Four Laws of Digital Body Language
and Part 3 is all about the Digital Body
Language across Difference.

We grow more accepting of distractions and
interruptions and more indifferent to the needs
and
emotions
of
colleagues
and
workmates. Non verbal cues make up 60 to 80
percent of face to face communication.
These signals and cues -posture, proximity,
smiles,
pauses,
yawns,
tone,
facial expressions, eye contact, hand gestures
and volume-‘the silent language’.

Today emotional
intelligence and empathy
have become buzzwords. They are discussed
at roundtables. They are part of every
mainstream education curriculum. They show
up in value statements across every industryfrom professional services to healthcare to
technology. Surely everyone can agree we
need more empathy in the world.

Issue is how we create connection when upto
70% of communication among teams takes
place digitally.

Then why a crisis of misunderstanding is
existing at workplaces. The author has
explained it very well that reading emotion
within the digital nature of the modern
workplace is difficult. When the concept of the
emotional intelligence was popularized, the
digital era was in its infancy. Email was barely
used. Smartphone rarely appeared at
meetings. And video calls were a foreign
species.

Our ability to care is compromised. Remember
how a handshake after a job well done used to
go a long way toward making you
feel valued? Today when team members work
in different spheres, departments, offices and
countries, a handshake is impossible. One
research study inserted small delays of only 1.2
seconds, people were more likely to be rated
as less attentive, friendly, and self-disciplined
than if there was no delay. Even on video
chats, a frozen screen or a weird echo makes it
hard for attendees to feel that their
contributions are being heard and valued,
leaving us with the question.

The loss of nonverbal body cues is among the
most overlooked reasons why employees feel
so disengaged from others. If used properly,
19
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It is beautifully explained here that our screens
have altered our traditional body language. It is
important to understand the cues and signals
that we are sending with our digital body
language and tailoring them to create clear,
precise messages. And it is to understand,
what implicit in body language now has to be
explicit in our digital body language.

the author, respect means that others feel
appropriately
valued,
included
or
acknowledged.
Respect
means proof
reading your email before sending it. Respect
means honoring other
people’s
time and
schedules and not cancelling meetings at the
last second or delaying your response to an
email so long that people have to chase you
down. Valuing Visibly is about making the time
and effort to communicate the equivalent of a
smile or thank you across digital channels.

Erica has explained about the Digital Body
Language and why is it Important. The Digital
Body Language offers systematic approach to
understanding the signs of the digital world just
as we interpret those of the physical world. It
will identify and explain the evolving norms and
cues of digital communications within
organizations, and in doing so it will help to
create a set of common expectations for
communicating, regardless of distance.

Communicate Carefully: This involves making
a continuous effort to minimize the risk of
misunderstanding and misinterpretation by
being as clear as possible in your words and
digital body language. We communicate
Carefully when we establish unambiguous
expectations
and
norms
about
which channels we use, what we include in our
messages, and whom we include on the
recipient
list.
Erica
describes
that
communicating carefully allows for a consistent
understanding of each team member’s
requirements and needs, helping to streamline
communication and reduce inefficiencies in
teamwork. Finally, communicating carefully
leads to alignment.

With this book as your guide you will be able to
create new norms of collaboration
and behaviour that reduce misunderstandings
and enable you to lead with more clarity.
Erica’s mission in Digital Body Language is to
help the reader stand out as a great
communicator and thereby a great leader.
Erica explains about the four laws of digital
body language: Value Visibly, Communicate
Carefully, Collaborate Confidently and Trust
Totally.

Collaborate Confidently: Erica states that
Collaborating
Confidently
means
managing the fear, uncertainty and worry that
define modern workplaces – and understanding
that even when things get crazy, employees
are there to support one another and work
together to avoid failure. Collaborating
confidently decreases the chance of getting
simultaneously trapped between being over
attentive and under attentive. It also frees us up
to overcome our habitual fears and
uncertainties and move forward to action.

Value Visibly: This is about being attentive
and aware of others, and also communicating
that “I understand you” and “I appreciate
you”. The traditional signals and cues we use to
show our appreciation for other people are
either invisible or take too much time and effort
to implement. Valuing Visibly means we
understand that reading the emails in our inbox
with care and attention is the new art of
listening. It means recognizing other peopleand not being in a hurry about it either. As per

Trust Totally: Erica has mentioned in her book
that Trust Totally happens only after the first
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three laws have been implemented, yielding
360-degree
engagement. The Totally part
of Trust Totally is key, since it implies the
highest levels of organizational faith, where
people tell the truth, keep their word, and
deliver on their commitments. Trusting
Totally means you have an open team culture,
where everyone knows they are listened to,
where everyone can always ask one another
for help, and where everyone can
grant favors whose returns may or may not be
immediate.

general it is clear that digital communication is
used less often in these cultures, especially
during conflict mediation, idea generation and
consensus building. Studies show that,
regardless of culture, the most effective
communications are direct and concise.
Conclusion:
At a time when face-to-face meetings between
members of the same organizations are fewer
and farther between than ever, recognizing our
biases and predispositions represents a big
step toward strengthening our workplaces.
There are many ways our gender, generation
and cultural background can affect our
perception of digital body language cues. Don’t
be afraid to discuss differences. It will help the
leaders to Value Visibly the diversity of
backgrounds on their teams. Always be
prepared. Best way to fast track a meeting,
ensure results and Communicate Carefully is to
distribute an agenda before-hand, regardless of
whether the meeting is in person, over the
phone, or on video. In some cases where
leaders need to get feedback from lots of
stakeholders, it’s useful to create sub teams
and ask them to meet a week or two in
advance to collect ideas and prepare to present
the best ones to the larger group. This
configuration will prepare them to Collaborate
Confidently with one another, regardless of
differences.

Erica has explained in detail about the various
usages of the digital language and how it
impacts the thought process of the
receiver. She has explained the importance of
every usage of CAPS/hyphen/italicized font and
so on. She has quoted proper examples
throughout in her book while explaining these
digital gestures. How timing of our reply plays
importance. Most of us are uncomfortable with
pauses and silences. Our brains come up with
one explanation after another to explain the
absence of an immediate response, especially
in situations where trust is low and power
dynamics are out of balance. Now digital
silence has taken on new, potentially
threatening meanings. In the workplace, more
than making people feel worried, silence often
makes our colleagues feel snubbed-especially
is a “read receipt” shows that the message has
been read and the other person has not
responded. It’s perfectly reasonable to set your
own boundaries and communication norms.

Management lessons for the Bankers

Digital Body Language across Difference talks
about how you can strengthen your team’s
engagement, productivity, and morale across
differences
with
an
understanding of
digital body language cues. In the context of
cultures, where Valuing Visibly is key, picking
up the phone instead of sending an email is
preferred even for less complex subjects. In

1. Working conditions are minimizing the
conditions required to foster and augment
clear
communication,
leading
to
widespread distrust, resentment, and
frustration so we should be more vigilant
while
using
digital
means
of
communication.
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debut book WAKE UP TO VAKE: She is also
known for her witty and small poems.

2. What implicit in body language now has to
be explicit in our digital body language.
3. Create new norms of collaboration
and behaviour that
reduce
misunderstandings and enable you to lead
with more clarity.
4. Making the time and effort to communicate
the equivalent of a smile or thank you
across digital channels
5. Reduce inefficiencies in teamwork by
consistent understanding of requirements
and needs of each team member.
6. Collaborate confidently to move forward in
action without fears.
7. Develop an open team culture where
people can ask for help without any
inhibitions.
8. Use of digital body language helps to
bridge the twenty-first century differences
common among teams.
9. This book helps towards building greater
trust, connection and authenticity allowing us to communicate better, build
stronger relationships and transform the
way we lead, love, connect and live.

She started writing to reach out to more people
and has written many articles for teacher and
corporate Professionals in various magazines.
This is her third book, which is crafted with her
vast experience and knowledge in the field of
communications and soft skills.
Book Review:
The following things this book will help us to
achieve are as detailed below:
1.
2.
3.
4.
5.
6.
7.
8.

How To Brand Yourself
Communication At Work
How To Conduct A Meeting
How To Put Colleagues And Business
Associates At Ease
How To Set Goals
Create Workplace Dos And Don’ts
How To Lead
Do SWOT Analysis

The first part of this book explains how to bring
to light inner strength and present it to the world
around you and to create a unique image.
When you stay true to yourself you create an
image that has never been crafted before. In
power dressing a professional should
remember that colour often has a greater
impact than the outfit itself. Self-promotion has
nothing to do with ego. It is all about promoting
a ‘unique you’. The art of communication is the
language of leadership.

Author
: Erica Dhawan
Publisher
: HarperCollins
Year of Publication : 13 May 2021
Cost price
: Rs. 2039/No of pages
: 288
--------------------------------------------------------------Title of the Book: “Winning at Work”
Reviewed by: N. Jaya Visalakshi, STC Trichy
About the Author:

The Second part of this book explains how to
write professional emails Subject line,
Salutation, Body of the email, formatting and
font and tone, attachment and sign off and
signature. How to make and attend conference
calls in basic etiquette in today’s digital global
era is no less than a dare, it is indeed a

Anu Kaushal Manhotra is one of the most wellknown names in the field of corporate and
teacher training. She is known for her
contribution on values and moral education, a
subject on which she has written in detail in her
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challenge. How to conduct a meeting as a
professional, etiquette for a business meeting is
very important.

Management lessons for the Bankers
Many newly recruited bankers as well as newly
posted ABMs / BMs are having difficulty in
managing stress. Due to hardness in handling
emotions they are having performing issues.
For them, this is the best book and it will give
them a clear way out to develop healthy and
interpersonal Relationships.

The third Part explains how to put colleagues
and business associates at ease. A personal
welcome message on the notice board or on a
wall at the reception will surely bring a smile to
the new visitor’s face. A positive corporate
culture as a true professional, it is necessary to
understand corporate or office culture of the
workplace. Organization that only lay emphasis
on both character and competency are the
ones with a true great culture. To keep the
passion going to define love and your passion,
to define work, to stop looking for External
praise, to record the new things you learn.

Many tips were given by author in each chapter
along with each style of winning, Accept that
suffering is not always optional, Breathe and
Meditate, Stop the systematic hurrying and
Attitudes and Beliefs are the parents of our
Mood that would enhance ability of any banker
who is willing to achieve their day to day targets
by sorting out their performing issues without
any problems by adopting the following key
points.

The fourth part explains about how to set goals,
close your eyes for 10 seconds and imagine
your goals. How to create a workplace Dos and
Don’ts. If you cannot ever afford to bring in
your casual attitude to the workplace because
you are being paid to work and not for loitering
around. How to do SWOT analysis. It is a
planning technique used to help a person or an
organization
identify
their
Strengths,
Weakness, Opportunities and Threats.

1. Close your eyes for 10 seconds and
imagine your goal.
2. A personal welcome message on the
notice board or on a wall at the reception
will surely bring a smile to the new
visitor’s face.
3. Always be courteous to the waiting staff,
do not complain or criticize the food or
service.
4. Be pro-active and in a competitive world,
take up more responsibilities.
5. In power dressing a professional should
remember that colours often have a
greater impact than the outfit itself.
6. As a true professional, you must
understand
what
knowledge
management policy is.
7. The art of communication is the
language of leadership.
8. Bring to light your inner strength and
present it to the world around you.

The fifth part explains how to be pro-active in
this competitive world, take up more
responsibilities, As a true professional, you
must understand what is knowledge
management policy. How to answer top HR
questions ‘How are you doing today?’, ‘Tell me
something about yourself.’ And What motivates
you?. Appraisals are not only done to give
away rewards, recognitions and promotions.
Rather, it is through appraisals that the journey
of an organization can be measured and
improved; it is a great tool for the overall
development of the employees, systems and
the organization as a whole.
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DO YOU KNOW?
Mandatory e-Filing of Cases / Petitions
w.e.f. 01.01.2022
In pursuance of D.O. letter No. J- 18/51/2021Judicial dated 03.12.2021 vide F. No.1/1/2021LMC dated 13th December, 2021 of the
Secretary, Department of Legal Affairs (DLA),
the Department of Financial Services (DFS),
Ministry of Finance, Government of India has
directed all the PSUs to strict compliance of
mandatory efiling of cases / petitions with effect
from 01.01.2022. In the light of above
directions, all Branches/Offices and Field
Functionaries of the Bank are advised to take
note of the above and to ensure strict
compliance that all the Cases / Petitions on
behalf of the Bank must be filed only by way of
e-filing w.e.f. 01.01.2022.
(Ref: ADV- 254/2021-22 dated 20.12.2021)
--------------------------------------------------------------Knowledge Bank Published by
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