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CHAPTER - 2 

Source Customers for Banking Services 
Apply proper methods for customer 
segmentation 

Object: To identify and know the 
customer segments for offering the 
banking products 

Products or services are designed 
according to the needs of the 
customers. When a shoes company 
make different types of shoes it 

keeps in mind who will buy which pair of shoes and at what price. Of course available set of 
customers will be Sportsmen, students, boys and girls, gentlemen, farmers, villagers, rich and 
poor, different age group people and so on. Likewise when we talk about sourcing of customers 
for banking services question arises here is that to whom banking services are needed. The 
products and services are designed keeping in view the customer segment and price is also 
determined accordingly with the regulatory constraints. Therefore we will discuss herevarious 
customer segments for banking services. 

The major business segments are:- 

Retail Banking 

Wholesale Banking 

Wealth Management 

Retail Banking:  Retail banking is a framework that allows commercial banks to offer banking 
products and services in one place at virtually any of their branch locations. The retail banking  
aspect turns  commercial  banks  into  a  kind  of  retailer  where clients  are  able  to  purchase  
multiple banking products. Retail banking is quite broad in nature. It  refers to  dealing with  
individual customers by commercial banks, both on liabilities & assets sides of their balance 
sheet. Fixed savings /current accounts come on the liabilities side & mortgages and loans come 
on the assets side. Various other services include credit cards or depository services. Retail 
banking & retail lending  are  often confused  with  each other  but  retail  lending  is  only a  
subset  of  the retailbanking. Individual customers need and requirement are assessed and 
approached in an integrated manner in retail banking. Typical products offered by retail bank 
are: Transactional Accounts viz. Savings Deposit Account, Current Accounts, Overdraft Accounts, 
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Debit Card, ATM Card, Credit Cards, Mortgage Loans, Personal Loans, Car Loans, Fixed Deposits, 
Certificate Deposits, Traveller’s Cheques etc. 
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 Illustrations of retail banking transactions are:- 

Mr. X opens a savings bank account with a bank for 
savings of his earnings and on collection of 
handsome amount of savings,  he creates a fixed 
deposit to earn higher interest to meet future needs 
like buying a car, purchasing a plot for home 
construction or making expenditure on sister’s 
marriage etc. 

A Farmer avails a loan from a bank for purchasing a tractor and farm equipment. 

Credit limits/loans allowed to retailers and whole sellers up to a certain limit. 

A village and cottage industry avails a term loan from a bank for financing building and 
machinery and working capital. 
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A Micro and Small Enterprises gets loan from a bank for financing land and building and 
machinery and working capital. 

A doctor set up a clinic with the support of a bank loan. 

A small transport operator purchases truck/bus or other transport vehicle availing loan 
from a bank.  

Examples/Illustrations given here-in above are indicative. There are several 
activities/areas which are covered by retail banking. 
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Wholesale Banking: 

Wholesale banking refers to banking services sold to large clients, such as other banks, other 
financial institutions, government agencies, large corporations, and real estate developers. It is 
the opposite of retail banking, which focuses on individual clients and small businesses. 

Examples are: 

Large Corporations. 

Mid-sized Companies. 

Real Estate Developers and Investors. 

Institutional Customers. 

Government agencies. 

Financing to other banks 

Wholesale banking is the provision of services by banks to larger customers or organizations 
such as mortgage brokers, large corporate clients, mid-sized companies, real estate developers 
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and investors, international trade finance businesses, institutional customers (such as pension 
funds and government entities etc. The services which come under the net of wholesale 
banking involves wholesaling, underwriting, market making, consultancy, mergers and 
acquisitions, joint ventures, fund management etc.  The focus is on high-level clients and high-
value transactions. 
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Wholesale Banking in India 

India presents a strong case for the growth of wholesale banking due to continued globalisation 
of Indian companies, India being seen as a favourable investment destination, increase in 
infrastructure spending, stable government, robust 
markets, stable currency, low deficits, etc.  Wholesale 
banking thus comprises a major share of the banking 
revenues due to the above factors and also due to an 
increased inclination of government towards mid-
segment companies which have increasing banking 
requirements. In wholesale banking too, it is the 
corporate banking which comprises a lion’s share i.e. 
about 85%. Likewise, with the rebound of economy and 
a positive outlook, the possibility of a growth in 
investment banking, M&A etc. is highly likely. 
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Wealth Management: 

Wealth management is an investment advice or assistance to manage a person's finances. 
These services are offered to clients with two main goals – 

1. Growth 

2. Safety of their existing investment. 

Wealth management is a branch of financial services dealing with the investment needs of 
affluent clients. These are specialised advisory services catering to the investment management 
needs of affluent clients. Such as advisory services for investment of surplus funds in securities 
market, government bonds, mutual funds and investment through mergers and acquisitions. 
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 The most common methods used by banks for 
customer segmentation are: - 

1. Demographic Segmentation - Based on gender, age, 
occupation, marital status, income, etc.  

Examples: - When Kisan Credit Cards are to be sold by 
banks, agriculturists are targeted. When a business loans 
are to be given by the banks, businessmen like shop 
keepers, dealers in FMCG goods are targeted.    

2. Geographic Segmentation - Based on country, state, or city of residence. Local businesses 
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may even segment by specific towns or counties. In banks, products and services are designed 
and priced differently for Urban Areas and Rural Areas. Requirement of AMB and schedule of 
charges are different for Urban and Rural Areas. 

For example: AMB required for AU Savings Bank Account maintained at Urban branch is Rs. 5K 
whereas maintained at Rural branch is Rs. 2K. 

3. Psychographic customer segmentation - based on their interests, sentiments, attitude, 
behaviour, etc. It is divided based on the customer's attitude on financial offerings or customer's 
loyalty towards a bank. Using this segmentation, bankers can understand how and when to 
approach their customers. 

Example: AU Rewards is AU Bank's Credit Card Loyalty Rewards Program that makes the banking 
experience a rewarding journey for Credit Card members by giving them Reward Points for 
transactions made using AU Bank Credit Card. 
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Now we are at the stage where we can guide Mr. Neo Kumar to find the way for his career 
growth in a bank where performance is the major criteria for elevation. 
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Case: 1 Mr. Neo Kumar has been selected by a commercial bank for home loan sales and posted 
at urban branch. His target sheet contains performance points as under: - 

He is struggling since last three months, he could not login a single case for home loan. 
However, he has done two gold loans worth Rs. 5 Lakh. First three months are taken as lenient 
period and not counted for the Performance ratings. 

Please refer the Target Sheet and suggest the innovative strategy to Mr. Neo Kumar so that he 
may be able to achieve his goal sheet exploring customer segment for the product. 

You may touch the following points: 

1. Focus on customer segmentation for the products. 

2. Focus onother products in case there’s low scope for core product i.e. home loans etc. 

3. Explore other aspects to find the solution. 
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Goal Sheet Pattern: 

Product Points 
Number Points  Amount Target Achievement Maximum 

point 
Home Loan 2 points per account One point per lakh 100  100 
Other Secured 
Loan 1 point per account One point per lakh -  50 

Fixed Deposits 1 point per account One point per lakh -  30 
Third Party 
Product 
Insurance- 

- Five points per One lakh 
premium. -  50 

Note: Achievement ratings: 

Excellent 100% Achievement = Two continuous rating will result in next level promotion Plus 
100% Bonus.  

Very Good 90% Achievement= Three continuous rating will results in next level promotion 
Plus 75% Bonus. 

Good 75% Achievement = Entitled for 50% Bonus. 

Average  50% Achievement= No Bonus  

No rating below 50% - Will be liable for caution notice. 

Object of learning:— Trainees will be able to know the performance rating system and target 
achievement in a right spirit for career growth. 

:  : 

100%  =              100%   
 

  90%  =              75%  
  

 75%  = 50%    

 50%  =    

50%      -       

  :-                  
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Possible actions: 

1. Mr. Neo Kumar should visit new residential construction sites for generation of leads for 
home loans. 

2. He must remain in touch with the existing customers for lead generation for the banking 
products. 

3. He may remain in touch with the property dealers in the area for lead generation of 
mortgage loan / land loan / home loan. 

4. Think and write more opportunities… 

5. --------------------------------------------------------------------------------------------------------- 

6. --------------------------------------------------------------------------------------------------------- 

7. -------------------------------------------------------------------------------------------------------- 

8. --------------------------------------------------------------------------------------------------------- 

9. ---------------------------------------------------------------------------------------------------------- 

10. ---------------------------------------------------------------------------------------------------------- 

 

 : 

1.                      

2.                 

3.    /  /                  

4.     ... 

5. -------------------------------------------------------------------------------------------------------------------------------- 

6. -------------------------------------------------------------------------------------------------------------------------------- 

7. -------------------------------------------------------------------------------------------------------------------------------- 

8. -------------------------------------------------------------------------------------------------------------------------------- 

9. -------------------------------------------------------------------------------------------------------------------------------- 

10. -------------------------------------------------------------------------------------------------------------------------------- 

 Case: 2 - Lead generation for CASA drive 

Discussion with team by the Team Leader in a 
morning huddle:- 

(Morning huddle is a process whereby team 
leader discusses yesterday’s achievements to 
encourage the team members who did well. 
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Changes if any, to the product and policy is shared among the team members. This is also a 
platform for sharing suggestions/experiences of team members which may be learning for their 
colleagues) 

Team Leader – Good morning guys….. 

Team Members – Good Morning Boss….. 

Team Leader – Are you aware that Mr. Deepak, our team member has done an exemplary thing 
yesterday? 

One of the team member – No sir…… what is it? 

Team Leader – Yesterday Mr. Deepak was on customer visit after taking appointment from the 
senior citizen customer for completion of re-kyc he noticed that customer was not feeling well 
and nobody except his wife was available at the home. He immediately took him to the nearest 
hospital… Doctor checked in emergency ward and found that it was a minor heart attack ….. 
doctor thanked to Deepak for such promptness… could save life of that Old man. 

Team Members – Oh… Great… all colleagues clapped for the generosity. 

Team Leader –Such acts / services / behaviour create not only self- respect but also build image 
of our organisation / brand.  

Okay…. Let’s come to the agenda…. So everybody must be aware of that from day after 
tomorrow till next 10 days we will be working on CASA Drive…. Means will be focusing on 
opening of new savings accounts and current accounts and working for on boarding the 
accounts opened in last drive to procure targeted CASA numbers at the end of drive. So let’s 
have suggestions from all of you and compile for execution. 

Team members 1 – Boss our recently launched Traders current account variant is suitable for 
food grain traders / vegetable traders / FMCG retailers. We may plan visits to Krishi-Mandi and 
Retail general goods market to meet our existing customers as well as new customers. We will 
be able to describe features of our new variant meeting personally to the customers and 
convince them suitability of the product. 

Team members 2 – We may plan visit to Schools / Colleges and Hospitals where we may offer 
our new savings bank account variant to teachers, professors and doctors. Our new savings 
bank account is attached with lot of features suitable such customer segment. 

In our new savings bank account variant, the customer needs to maintain average monthly 
balance of Rs. 25K (AMB) but the customer is eligible to get: 

1. 30% discount in locker rent 

2. Debit Card – Higher Cash withdrawal limit of Rs. 1 Lakh per day from Bank’s on ATM 

3. Purchasing limit Rs. 2 Lakh per day 
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4. Free Cash deposit at any branch Rs. 1 Lakh per moth 

5. Handsome reward points on purchasing through debit card. 

Team member 3 – We may plan to visit to newly opened shopping mall where scope exists for 
opening current accounts and savings bank accounts. 

Team member 4 – Boss newly opened medical college is about to start; we may contact to the 
key people of the institution and try to get current account of the college and salary accounts of 
the staff and students. 

Team Leaders – Ok, received good suggestion… we must start to convert these prospects in 
leads and work on closure of leads successfully. 

Thank you all….. will meet tomorrow and review…. 

Meaning of terms used: 

CASA = Current Account Savings Account 

Drive = Launching a campaign  

Re-KYC = Know Your Customer documents are required to be obtained periodically on basis of 
risk categorisation of existing customers as per RBI guidelines. 

AMB = Average Monthly Balance (Total of end of day balances of each day in a month divided by 
month’s days) 

: 2 - CASA      

          :- 

(                       
               ,         
        /                 

 ) 

  -  .... 

   -   ... 

  –                  ? 

     –    ? 

     –    ? 

  –  .  KYC     ,             
,                         

   ....                ...    
      ...        

   - ... ...          
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Discuss the different types of documents required for application process 

Object: To know about basic documents for customer acquisition and retention. 

We will discuss here: 

• CAP – Customer Acceptance Policyand CIP – Customer Identification Procedure. 

• Types of documents – KYC documents and Financial documents. 

Customer Acceptance Policy in Banks:Necessary checks before opening a new account so as to 
ensure that the identity of the customer does not match with any person with known criminal 
background or with banned entities such as individual terrorists or terrorist organizations, etc. 

The Customer Acceptance Policy (CAP) of the Bank is an important document in determining 
the basis on which the Bank enters into relationships with its customers. An inadequate CAP 
or the inadequate implementation of the CAP can expose the Bank to serious compliance, legal 
and reputational risks. 

Commercial Bank policy for acceptance of customers takes into consideration all factors related 
to the customer, his activity, his related accounts, and any other relevant indicators. 

Commercial Bank policy for acceptance of customers takes into consideration all factors related 
to the customer, his activity, his related accounts, and any other relevant indicators. 
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The policy includes adequate description of customers in accordance to their associated risk. 

Due diligence requirements 

1- General Rules 

a. Commercial Bank does not open accounts or deal with customers of un-known identity 
or have fictitious or unreal names. 

b.  Staff should identify and verify the customer's and actual beneficiary's identity whether 
the customer is a natural or juridical person. 

c. Staff should apply due diligence procedures for customers and actual beneficiaries in the 
following cases: 

(i) Establishing continuous business relationship with new customers 

(ii) In case the Bank has any suspicion in respect of accuracy or adequacy of the 
information obtained in relation to the customer's identity. 

d. The Bank should not enter into a business relationship or execute any transactions 
before applying due diligence procedures stipulated in these instructions. 

e. The Bank may postpone the verification of the customer's identity until after the 
establishment of the business relationship provided that the verification should happen 
as soon as possible and that this postponement is necessary for the business 
requirement, and provided there is control on the risk of money. 
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2.                   
  

3.                 : 

(i)          

(ii)                            

4.                      
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5.                ,      
          ,         

Money Laundering and Terrorism Financing 

The Bank should update the customer's identification information periodically and every 2, 8 
and 10 years at the maximum, taking into consideration the customer's risk level, and in the 
event of any doubt about the identity information or about the customer himself. The Bank 
should obtain a declaration from the customer determining the actual beneficiary and 
informing the Bank of any change in his personal data, and an undertaking that he shall provide 
the Bank with the relevant supporting documents. 

The Bank shall not enter into any correspondent banking relationship with any shell bank. In 
addition, the Bank should not enter into a correspondent banking relationship or execute any 
transactions before applying due diligence procedures stipulated in the AML manual. 
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Risk Perception with respect to 

‘Customer risk’ in the present context refers to the money laundering and terrorist funding risk 
associated with a particular customer from a bank’s perspective. This risk is based on the risk 
perceptions associated with the parameters comprising a customer’s profile, and the risk 
associated with the product and channel being used by him. For effective implementation of 
KYC, anti-money laundering (AML) and combating of financing of terrorism (CFT) measures, Risk 
Categorization of customers along with compilation, periodic updation of customer profile and 
monitoring in accounts by banks are very important. Bank become vulnerable to operational 
risk in case there is weakness in the KYC/AML process.  

The main goal of risk management is to avoid unfavorable surprise. List of identified risks is 
required for this. Risks are grouped under a common area which provides a structured & 
systematic approach for identifying risks. Customer Risk Categorisation For categorizing a 
customer as Low Risk, Medium Risk and High Risk, the parameters considered are customer’s 
identity, social/financial status, nature of business activity, mode of payments, volume of 



23 | P a g e  
 

turnover, information about the client’s business and their location etc. While considering 
customer’s identity, the ability to confirm identity documents through online or other services 
offered by issuing authorities may also be factored in.  

Low Risk Customers Individuals (other than High Net worth) and entities whose identities and 
sources of income can be easily identified and transactions in whose accounts by and large 
conform to the known profile may be categorised as Low Risk customers, such as: 

Salaried employees  

People belonging to lower economic strata of the society 

Government Departments  

Government owned companies 

Regulatory and Statutory bodies, etc. 

For the above category, the KYC requirements of proper identification and verification of 
proof of address would suffice. Updating KYC of Low Risk Customers : Every 10 years. 
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Medium Risk Customers: 

Customers who are likely to pose a higher-than-average risk to the Bank should be categorised 
as medium or high risk. For this category, higher due diligence is required which includes 
customer’s background, nature and location of activity, country of origin, source of funds and 
his/her client profile, etc. besides proper identification. The following customers are classified as 
Medium Risk Customers: 

Gas Dealers  

Car/boat/plane dealers  

Electronics (wholesale)  

Travel agency, Telemarketers, Telecommunication service providers  

Pawnshops, Auctioneers, Restaurants, Retai shops, Movie theatres  

Sole practitioners  

Notaries  

Accountants – Blind  

Purdanashin 

Updating KYC of Medium Risk Customers : Every 8 years. 
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High Risk Customers 

For this category, higher due diligence is required which includes customer’s background, nature 
and location of activity, country of origin, source of funds and his client profile, etc. besides 
proper identification. Bank shall subject such accounts to enhanced monitoring on an ongoing 
basis. 

1. Trusts, charities, NGOs and organizations receiving donations. 

2. Companies having close family shareholding or beneficial ownership - Firms with 
sleeping partners. 

3. Accounts under Foreign Contribution Regulation Act. 

4. Politically Exposed People (PEPs). 

5. Customers who are close relatives of PEPs and accounts of which a PEP is the ultimate 
beneficial owner.  

6. Those with dubious reputation as per public information available. - Accounts of non-
face-to-face customers.  

7. High Net worth Individuals*  

8. Non - Resident customers. 

9. Accounts of Cash intensive businesses such as accounts of bullion dealers (including sub-
dealers) &jewelers. Updating KYC of High-Risk Customers: Every 2 years. 

*Parameters defining High Net worth Individuals (HNIs): customers with any of the following 
shall be treated as High-Net-worth Individuals: 

Average balance exceeding Rs. 25 lakh in SB.  

Average Balance exceeding Rs. 50 lakh in CA. 

Term deposits exceeding Rs. 50 lakh in aggregate. 

Annual turnover exceeding Rs. 25 lakh in the SB account, and exceeding Rs. 100 lakh 
in the CA account. 

VIPs such as head of Village / Town / City, Top Executives of Companies etc. 
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 KYC Documents : KYC means Know Your Customer and 
sometimes Know Your Client. KYC or KYC check is the 
mandatory process of identifying and verifying the client's 
identity when opening an account and periodically over 
time. In other words, banks must make sure that their 
clients are genuinely who they claim to be. 

As per the guidelines issued by the Government of India, 6 
documents serve as 'Officially Valid Documents (or OVDs) 
and can be considered for the verification of identity. Even 

if you have already submitted the KYC documents once to an institution, they may ask again for 
the documentary proof to periodically update the KYC records.  

Following are the Documents required for the KYC process: 
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Proof of Identity 

These include: 

Unique Identification Number (UID) such as Aadhaar, Passport, Driving license and Voter 
ID card 

PAN card 

Identity card or document with your photo, which is issued by any Statutory/Regulatory 
Authorities, Central/State Government and their Departments 

Identity cards issued by Scheduled Commercial Banks, Public Sector Undertakings, and 
Public Financial Institutions 

Identity cards issued by Colleges, which are affiliated to Universities, Professional Bodies 
including ICAI, ICWAI, ICSI, and Bar Council to their Members 

Proof of Address 

Passport, Voters Identity Card, Registered Sale or Lease Agreement of Residence, Ration 
Card, Driving License, Insurance Copy or Flat Maintenance bill 

Utility bills such as Landline Telephone Bills, Gas bill or Electricity bill (not more than 
three months old) 

Bank Account Statement or Passbook entries (not more than three months old) 

Self-declaration by the Supreme Court and High Court judges, which specify their new 
address 

Proof of residence issued by any of the following bodies: 

a. Bank Managers of Scheduled Commercial Banks 

b. Multinational Foreign Banks 

c. Scheduled Co-Operative Bank 

d. Elected representatives to the Legislative Assembly 

e. Gazetted Officer 

f. Notary public 

g. Parliament 

h. Documents issued by any Government or Statutory Authority 

i. Identity card or documents with an address that are issued by the Central or State 
Government and their Departments, Statutory or Regulatory Authorities, Scheduled 
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Commercial Banks, Public Sector Undertakings, Public Financial Institutions, and 
Colleges affiliated to Professional Bodies such as ICAI, ICWAI, Bar Council and ICSI to 
their Members 

To complete KYC, Proof of Identity (Photo Id) and Address Proof are required for different types 
of customers. 
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(vi)   

(vii)  

(viii)           

(ix)              ,    , 
  ,    ,     , 

,              
       

             (  )       

Types of Bank Customers 

Bank is an important service sector organisation. Customers play the most significant part in 
bank. Customer is the one who uses the banking products and services and judges the quality of 
those products and services. Banking relationship is a contract between the Bank & the 
Customer. 

During the opening of accounts, the banker deals with different types of customers. The banker 
should acquaint himself with various laws governing different types of customers. The 
customers can be classified as follows: 

1. Personal accounts: Banker should take care and verify the certain fact while opening of 
accounts of individual. As per Indian Contract Act 1872, a person is competent to enter into a 
valid contract and open a bank account provided: 

i. Individual should be major, i.e. of 18 years of age; 

ii. He should be sound mind; 

iii. He is otherwise not disqualified by any law; 

iv. He Should not be an insolvent; 

v. Drunken person is not legally competent to enter into a contract; 

vi. He should be in good sense while lending a loan and entering into a contract. 

Various types of personal accounts in banks are as under: 

a)   Accounts of Single Individual: This is purely a personal account in the name of an individual 
and is normally operated upon by the account holder himself. The account holder may 
authorise another person to operate on his account. For this purpose, he gives a Mandate or 
executes a Power of Attorney in favour of such a person. 

In order to avoid legal complications that may arise after the death of the account holder, it is 
desirable to suggest opening of a joint account in the names of two individuals (unless it is 
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essential in certain circumstances to open an account in the single name only), and/or to obtain 
proper nomination 

b)  Joint Accounts of Individuals: A joint account is opened in the names of more than one 
individual for convenience of operations and/ or to avoid legal complications upon death of one 
of the joint account holders. A joint account is neither a partnership nor a trust account. It is 
important to obtain clear and unambiguous instructions regarding the mode of operation and 
repayment of balance of a joint account in the event of death of one or more joint account 
holder(s).  

Different types of operational instructions are as under: 

(i) Jointly or Survivor  

(ii) Either or Survivor  

(iii) Former or Survivor    

 (iv) any one or Survivor 

One or more of the joint account holders can authorise operation on the account on his/their 
behalf by giving a Mandate or executing a Power of Attorney, but, such Mandate or Power of 
Attorney must be given by all the parties to the accounts. Addition/deletion of any name, 
material alteration, closure of account & operational instructions in the joint account can be 
changed by all the account holders jointly. However, in joint accounts with operational 
instructions “Former or Survivor”, instructions can be changed / revoked only by Former. 

c) Illiterate person: Illiterate person is a person who cannot read or write. Such people are 
competent to enter in to a valid contract. The account (other than Current Account) of such a 
person may be opened provided he calls on the Bank with a latest passport size photograph. 
Photograph is essential for identification. Thereupon, his thumb impression or mark should be 
obtained on the account opening form/card in the presence of the Bank’s official. Such thumb 
impressions or marks affixed by illiterate people on instruments are equivalent to their 
signatures. Any withdrawal/repayment of deposit amount and/or interest by way of withdrawal 
form or otherwise should similarly be affixed with the thumb impression or mark of the 
depositor. 

d) Blind People: Visually challenged people can operate the account in bank. Signature of 
Thumb impression of blind person in the A/c opening form to be witnessed by a person who 
should certify that contents of the A/c opening form were explained to the blind person in his 
presence. The sign may be authorised by bank officer and a witness known to both the bank 
and the blind person. He should always visit the branch for cash withdrawal. As per all banking 
facilities including net banking, ATM, Cheque Book, Locker facility, loans to be offered to visually 
challenged customers without discrimination. 
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e) Minors’ Accounts: A minor is a person below the age of 18 years. A minor is under legal 
incapacity to contract by himself and, therefore, a guardian recognised by law along can deal 
with the person and property of the minor. The term “guardian” includes a natural guardian or 
guardian appointed by the Court of Law.  Ordinarily, an account of a minor is opened and 
operated upon by the natural guardian of the minor or by the guardian appointed by the Court. 

According to RBI guidelines (RBI/2013-14/581DBOD. No. Leg. BC. 108/09.07.005/ 2013-14) with 
a view to promote the objective of financial inclusion and also to bring uniformity among banks 
in opening and operating minors’ accounts, banks are advised as under: 

A savings /fixed / recurring bank deposit account can be opened by a minor of any age 
through his/her natural or legally appointed guardian. 

Minors above the age of 10 years may be allowed to open and operate savings bank 
accounts independently, if they so desire. Banks may, however, keeping in view their risk 
management systems, fix limits in terms of age and amount up to which minors may be 
allowed to operate the deposit accounts independently. They can also decide, in their own 
discretion, as to what minimum documents are required for opening of accounts by minors. 

On attaining majority, the erstwhile minor should confirm the balance in his/her account 
and if the account is operated by the natural guardian / legal guardian, fresh operating 
instructions and specimen signature of erstwhile minor should be obtained and kept on 
record for all operational purposes. 

Banks are free to offer additional banking facilities like internet banking, ATM/ debit card, 
cheque book facility etc., subject to the safeguards that minor accounts are not allowed to be 
overdrawn and that these always remain in credit. 

It is permissible to open any type of deposit account in the name of and/or to be operated upon 
by a minor within the framework of rules of business of the Bank as outlined hereunder,but no 
Current Account should be opened. 

According to Section 26 of NI Act, a minor can draw, endorse or negotiate a cheque or a bill but 
he cannot be held liable on such cheques or bill. Minor can be admitted to the benefits of 
partnership with the consent of other partners but cannot be made liable for the losses. A 
minor may be appointed as an agent on behalf of his principal but legally he cannot be held 
responsible to his principal. 

When the minor becomes major he has the sole right to operate the account and guardian’s 
power ceases. The payment should be made to the erstwhile minor upon provided his identity. 
When the account is operated upon by the guardian on behalf of the minor a Balance 
Confirmation Letter duly signed by the erstwhile minor and verified by the guardian. If account 
is operated by the minor himself, the erstwhile minor should be asked to sign a Balance 
Confirmation Letter. 
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4.                      
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2. Hindu Undivided Family(HUF): Hindu Undivided Family’ otherwise known as ‘Joint Hindu 
Family’ property, business or ancestral estates and its common possession, enjoyment 
ownership is the basis of formation of HUF.As per Hindu law, the Hindus, Sikhs & Jains can form 
HUF. 

HUF is governed basically by two schools of thought. In Bengal, it is governed by Dayabhag Law. 
In other parts of India, it is governed by Mitakshara Law. The law governing Hindu Undivided 
Family is codified under Hindu Code and now, succession among Hindu is governed by Hindu 
Succession Act, 1956. Parts of this Act was amended in 2005 by the Hindu Succession 
(Amendment) Act, 2005.Creation of Hindu Law under which all major members of the family get 
right by birth in the ancestral property of the family. 

HUF property is managed by senior most major male member called ‘Manager’ or ‘Karta’. Upon 
death of Karta, next senior male coparcener becomes Karta. Joint owners of HUF are known as 
coparceners. It consists of one common living ancestor and his all male& female (female 
included from Sept. 2005) descendent up to three generations next to him. HUF cannot enter 
into a partnership as per Supreme Court judgement of 1998. 

HUF account is operated by Karta. Karta has authority to borrow money for the family 
necessities & for ancestral family business. Documents are to be executed by Karta. All major 
coparceners are to be made guarantors. The liability of the ‘Karta’ is unlimited, whereas the 
liability of the coparceners is limited to their shares in the joint family estate. 

2.    ( ):   '   '   '      , 
,        ,            

, ,    HUF    

         ,            
,                     

     ,       , 1956      
     2005    ( ) , 2005        

                   

             ' '  ' '        
,                    

               (  2005   )  
    1998          
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3. Sole Proprietary Firms: Business is wholly owned by an individual. In law, there is no 
difference between proprietor & the firm. In all respects, it is an account in the name of an 
individual only except that it is operated upon by the proprietor on behalf of firm. The firm 
should have PAN or GST Number. Proprietorship letter in bank’s Performa is to be obtained. 
Proof of proprietorship to be obtained. Creditors have recourse not only against assets of the 
firm but also against private assets of the proprietor. Proprietor can authorize another person to 
operate the account through Mandate or Power of Attorney. 

For opening an account in the name of a sole proprietary firm, CDD of the individual 
(proprietor) shall be carried out. In addition to the above, any two of the following documents 
as a proof of business/ activity in the name of the proprietary firm shall also be obtained: 

Registration certificate  

Certificate/licence issued by the municipal authorities under Shop and Establishment 
Act. 

Sales and income tax returns. 

CST/VAT/ GST certificate (provisional/final). 

Certificate/registration document issued by Sales Tax/Service Tax/Professional Tax 
authorities. 

IEC (Importer Exporter Code) issued to the proprietary concern by the office of DGFT or 
Licence/certificate of practice issued in the name of the proprietary concern by any 
professional body incorporated under a statute. 

Complete Income Tax Return (not just the acknowledgement) in the name of the sole 
proprietor where the firm’s income is reflected, duly acknowledged by the Income Tax 
authorities. 

Utility bills such as electricity, water, landline telephone bills, etc. 

In cases where the Regulated Entities (REs) are satisfied that it is not possible to furnish two 
such documents, Regulated Entities (REs) may, at their discretion, accept only one of those 
documents as proof of business/activity. 

Provided Regulated Entities (REs) undertake contact point verification and collect such other 
information and clarification as would be required to establish the existence of such firm, and 
shall confirm and satisfy itself that the business activity has been verified from the address of 
the proprietary concern. 
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4. Partnership Firm: Partnership is the relation between people who have agreed to share 
profits of business carried on by all or any one them acting for all (Indian Partnership Act 1932). 
As per RBI instruction now Registration Certificate and Partnership deed to be obtained.  As per 
Indian Companies Act 2013, Maximum number of partner can be up to 100 in a firm (Earlier 
number of partner was restricted to 20 for other businesses & 10 for banking business). 
Partnership is not a distinct legal person from the partners who have made partnership firm. 
HUF cannot enter into a partnership as per Supreme Court judgement of 1998. The firm should 
have PAN or GST Number. A partner cannot delegate his authority to operate the account. 
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A minor cannot be a partner, but he can be admitted for his benefit in an existing partnership 
firm. The particulars of minor partner, particularly the DOB should be properly recorded. 

In case of death/retirement/insolvency of a partner account should be stopped, if the balance is 
in debit and a fresh account should opened after fresh sanction of limit. In case of dispute when 
one partner revokes the authority against the other partner, operation in the account should be 
stopped.Dissolution of the Partnership firm can take place by following ways: 

By mutual consent.   

Death/insolvency/retirement of a partner. 

Operation of Law (insolvency of all partners, business becoming unlawful, dissolution    
by a competent court.  

In case of automatic dissolution. 

4.  :                      
                  (    

1932)      ,           
 2013  ,        100     (      

   20      10   )           
     1998                 
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  / /    ,      ,          
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5. Limited Liability Partnership (LLP): A limited liability partnership (LLP) is a partnership in 
which some or all partners (depending on the jurisdiction) have limited liabilities. LLP is 
governed by limited liability partnership Act 2008. Liability is limited to the extent of his 
contribution in the LLP. Minimum 2 designated partner and no limit on maximum number of 
Partners. A partner is not liable for another partner’s misconduct or negligence, except in 



38 | P a g e  
 

certain cases. LLP is a legal entity separate from its partner. It has own assets in his name, sure 
and be sued. Since LLP contains element of both ‘a corporate structure’ as well as ‘a partnership 
firm structure’ LLP is called a hybrid between a company and a partnership. It has perpetual 
succession (death of a partner does not affect the existence of LLP). Partners have a right to 
manage the business directly. Firms and companies can get themselves converted into LLP. LLP 
cannot raise fund from public. 

5.    ( ):     ( )   ,     
 (    )           2008  

             2       
        ,            

                ,      
    '  '  -  '   '     ,    

               (      
     )                 
             

6. Companies: Companies are defined in Indian Company Act 1956. As per the provision of 
Company Act 2013 (implemented with effect from 1st April 2014), recognizes a joint Stock 
Company is a legal person with perpetual entity & is distinct from its members. A company or 
association of people can be created at law as legal person so that the company in itself can 
accept limited liability for civil responsibility. Because companies are legal people, they also may 
associate and register themselves as companies otherwise it will be treated as illegal. Address of 
the registered office is compulsory. It is the address at which all the documents & notices may 
be served upon the company. Cheques favouring company are not to be credited to the 
personal accounts of the Directors or other officers of the company. 

6. :      1956        2013 (1  2014 
 )    ,                  

                        
             ,        

                      
                       

         

Following documents are required for account opening of a company: 

A. Certificate of Incorporation: Issued by Registrar of Companies. It is conclusive proof for 
incorporation of the company & compliance of all formalities by promoters. 

B. Certificate of commencement of business: A company having share capital cannot 
commence business until it has obtained the certificate to commence business (COB) 
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from the concerned Registrar of Companies. Certificate of commencement of business is 
not required by Private Ltd. Co. as its shares are closely held & it can commence business 
on its incorporation. 

C. Memorandum of Association: Company’s fundamental & unalterable law. Embodies 
Company’s name, Authorized capital, Objectives of the company, Liability of 
shareholders. 

D. Article of Association: Regulations controlling internal management of the company. 
Rights & powers of the Directors, rules about conduct of company meetings & business, 
Procedure for borrowing & limit on borrowing etc. 

E. Copy of Board Resolution: Certified copy of Board Resolution authorizing to borrow 
from the Bank with details of limit, security etc., People who are authorized to sign the 
security documents & operate the Bank Account, people in whose presence Seal of the 
company will be affixed to the security documents. 

F. Company identification Number (CIN): As per RBI guidelines Company Identification 
Number (CIN) assigned by the ROC is now compulsory for opening of bank account of 
the company. 

G. Company common Seal: Common seal if any, of the company available should be 
embossed on bank`s documents. As per Companies (Amendment) Act, 2015 and RBI 
instruction Company Common Seal is not necessary, if other documents available during 
current account opening. 

 

            : 

a.  :                 
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f.    ( ):            
( ),           

g.    :     ,   ,         
  ( ) , 2015           ,  

         

Different types of companies in India  

a) Private Company: Private Company has shareholders with limited liability and its shares may 
not be offered to the general public. Private Limited Company having a no minimum paid-up 
share capital limitation now. (As per Companies (Amendment) Act, 2015, paid-up share capital 
of one lakh rupee or such higher paid-up share capital as may be prescribed is omitted now).  It 
has minimum two members and maximum member restricted to two hundred and Minimum 
two directors and no maximum number of directors is restricted. 

b) Public Company: Public company means a company which is not a private company and has 
no minimum paid-up share capital limitation now (As per Companies (Amendment) Act, 2015, 
paid-up share capital of five lakh rupee or such higher paid-up share capital as may be 
prescribed is omitted now). Shares are offered to the public & are listed on stock exchange. 
Minimum seven members no limit of maximum number. Minimum 3 directors maximum 15 
director limits. Provided that a company may appoint more than fifteen directors after passing a 
special resolution (As per Companies Act 2013, no Central Govt. permission required now). At 
least one-woman director shall be on Board. Certificate of commencement of business is must 
to do any type of business. 

c) Government Company: “Government Company” means any company in which not less than 
fifty one percent. Of paid-up share capital is held by the Central Government, or by any State 
Government, or partly by the Central Government and partly by one or more State 
Governments and includes a company which is a subsidiary company of such a Government 
company. 

d) One Person Company: The Companies Act 2013 Act introduces a new type of entity to the 
existing list i.e. apart from forming a public or private limited company, the 2013 act enables the 
formation of a new entity a ‘one-person company’ (OPC). An OPC means a company with only 
one person having a sole member [section 3(1) of 2013 Act]. An OPC can be formed only by an 
Indian Resident and citizen. 

e) Other Companies: As per Companies act 1956, companies can be classified on the basis of 
time, place of incorporation and nature of working share capital as follows: 

I. Foreign Company: It means a company incorporated outside India and having a place of 
business in India whether by itself or through an agent, physically or through electronic 
mode and conduct any business activity in India in any other manner. 
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II. Existing Company: A company which is established before the Company Act 1956 is called 
Existing Company. 

III. Holding Company: A company is known as the holding company of another company if it 
has control over another company. 

IV. Subsidiary Company: A company is known as subsidiary of another company when control 
is exercised by the latter over the former called a subsidiary company. A company is to be 
deemed to be subsidiary company of another. 

7. Trust: Trusts are governed by the Indian Trust Act, 1882. A trust is created when ownership of 
a property is transferred to someone for holding or managing it for benefit of another person(s). 
Trust may be public charitable trust or private trust (for benefit of private individuals). Trusts 
managed by trustees. 

 Loan can be granted if it is for the purpose of the trust. Trustee is authorised to borrow as per 
the trust deed. Original Trust Deed to be examined before financing.Certificate of Registration 
under Public Trust Act to be examined & copy to be kept on record. 

8. Clubs & Societies: Clubs & Societies are non-profit making organisation and represent a 
group of people. These are normally incorporated under Cooperative Society Act. Clubs can be 
registered under Society Act 1860, or Company Act 1956. These get the status of a legal entity 
only after their incorporation in their own name. 

KYC Documents for opening account are:  

(i) Copy of rules & regulations (bye laws).  

(ii) Certified true copy of resolution.  

(iii) ID and Address proof of authorised people (Office bearers) 

Cheques favouring society, club, association not to be collected in individual accounts of office 
bearers or employees. 
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Financial Documents 

There are five main financial statements. They are:  

(1) Balance sheet  

(2) Income statement or Profit and Loss account statement  

(3) Cash flow statementand  

(4) Statement of shareholders' equity   

(5) ITRs (Income Tax Returns) 

Use of financial statements in Banks: While processing a credit proposal viz. loans and advances 
like cash credit / overdraft facility / term loans, financial position of the customer is assessed by 
the banks. Decision for financing is taken on the basis of financial statements provided by the 
prospective borrower. Generally, banks require balance sheet, profit and loss account statement 
and ITRs etc. for two / three years for assessing the financial status of the customer and to take 
decision for sanction of applied credit facility by the customer. Brief description of key financial 
statements is given below: Societies & Charitable I Religious Trusts having taxable income 
exceeding Rs. 1.5 lakh.  

  

      : 

(1)  , 

(2)        , 

(3)   , 

(4)     , 

(5)  (  )  

     :         /   /   
                     

               ,        
                /      ,  

                   
 :    I       1.5      

1. Balance Sheet 

Definition: A Balance Sheet refers to the position statement, which lists out the balances of the 
assets, liabilities and owner’s equity, i.e. capital, of an enterprise at a specified date. While the 
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assets show the resources owned by the company, liabilities and capital exhibits the funding of 
resources. 

 

   

:         ,         ,   
  ,                   

,          

The preparation of Balance Sheet is not for a period, but at a particular date. 

The preparation of the balance sheet is possible only when profit and loss account for the 
period is prepared because it reflects the financial position of the company adequately. That is 
why the Profit & Loss Account, Balance Sheet and Cash flow Statement are collectively called as 
Final Accounts. 

The totals of the two sides, i.e. assets and liabilities of the balance sheet must tally as Assets = 
Liabilities + Capital. If not so, then there must be an error. 

The balance sheet reflects the nature and value of assets and liabilities and the position of 
capital on a given date. 

    

        ,        

                        
            ,         

       

   ,         =  +          
      . 

                    

For a bank: 

Liabilities are: All type of deposits – Savings Bank Deposit; Current Deposits and Term Deposits 
Provisions; Capital and Reserve etc. 

Assets are:    All types of loans and advances – Term Loans; Agriculture Loans; Overdrafts; Cash 
Credits; Cash balances; Balance with Other Banks and other current and fixed assets. 

   

 :     -   ;      ;     
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Format of Balance Sheet 
Particulars  Schedules Amount 
Equity and liabilities   
Shareholder’s Funds:   

o Share capital  XXX 
o Reserves and Surplus  XXX 

   
Non—Current Liabilities:   

o Long term borrowings  XXX 
o Deferred tax liabilities  XXX 
o Long term provisions  XXX 

   
Current Liabilities:   

o Short term borrowings  XXX 
o Trade payables  XXX 
o Other current liabilities  XXX 
o Short term provisions  XXX 

Total  XXX 
 
Assets   
Non—Current Assets:   

Fixed Assets   
o Tangible Assets  XXX 
o Intangible Assets  XXX 

Non—Current Investment  XXX 
Long term Loans and advances  XXX 

Current Assets   
Current Investments  XXX 
Inventories  XXX 
Trade Receivables  XXX 
Cash and Cash Equivalents  XXX 
Short—term loans and advance  XXX 

Total   XXX 
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2. Profit and Loss Account Statement: 

A business needs to prepare a trading and profit and loss 
account first before moving on to the balance sheet. Trading 
and profit and loss accounts are useful in identifying the gross 
profit and net profits that a business earns. 

The motive of preparing trading and profit and loss account is 
to determine the revenue earned or the losses incurred during 
the accounting period. 

The trading and profit and loss account are two different accounts that are formed within the 
general ledger. The two parts of the account are: 

Trading Account 

Profit and Loss Account 

Trading account is the first part of this account, and it is used to determine the gross profit that 
is earned by the business while the profit and loss account is the second part of the account, 
which is used to determine the net profit of the business. 

    : 

                      
                      
 

  -                   
  

       -                : 

  

 -   

       ,               
 ,     ,     ,            
   . 

Trading and Profit and Loss Account Format 

Trading and Profit and Loss Account format is represented separately as follows: 

Format for Trading Account  

  -    

  -     -     : 
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Format for Profit and Loss Account 
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3. Cash Flow Statement 

Banks use this statement for funding to green field projects i.e. new projects to ensure that 
sufficient cash will be generated for repayment of loan at different points of time. 

Cash Flow from Operating Activities: Operating Activities includes cash received from Sales, 
cash expenses paid for direct costs as well as payment is done for funding working capital. 

   

                    
                

    :       ,        
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Format: 

 

Prepare sample reports on status of the sourced customers and targets achieved 

Banks generally use target sheets on the basis of: 

1. Revenue generation criteria 

2. Achievement in numbers criteria 

Revenue generation criteria: - Revenue earned on the sourced product is calculated and 
assigned to each product sourced \ sold by the sales executive is determined. The sales target 
sheet of an employee contains minimum revenue target as per corporate goal.  An Example of 
such goal / target sheet parameters can be as under:- 

Sourced Home \ mortgage\ Car loans disbursed: 1% revenue 

Savings Bank Deposits sourced – Average quarterly balance: 0.50% 

Current Deposits sourced – Average quarterly balance: 0.75% 

Life Insurance – Premium sourced: 10% 

Term Deposits – Average quarterly balance: 0.10% 

Gold Loan – Disbursed amount: 1% 
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Note: Revenue target for each sales executive \ employee is Rs. 50K per month. Cash Incentive 
will be given for over achievement. 

            : 

1.    

2.     

  : -                  
                      

/          :- 

  \ \   : 1%  

    -   : 0.50% 

   -   : 0.75% 

  -  : 10% 

  -   : 0.10% 

  -  : 1% 

:   /      50          
   

4. What is a Statement of Shareholders’ Equity? 

A statement of shareholder’s equity, also called a “statement of stockholders’ equity” or a 
“statement of owner’s equity,” is a section of a business’s balance sheet that lists the difference 
between total assets and total liabilities. It gives shareholders, investors and the company’s 
owner a true picture of how the business is performing and is usually measured monthly, 
quarterly or annually.   

4.       ? 

    ,  "     "  "     "   
 ,                       

 ,                   , 
        

Shareholders’ equity can increase: 

If business owners or investors contribute more capital. 

If the business’s profits improve as it sells more products. 
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If the business increases its margins by cutting business expenses. 

The statement of shareholders’ equity may intimidate some small business owners because it’s 
a bit more complicated than other financial calculations. However, in simplest terms, it’s 
essentially what your organization has earned that remains in the business. 

     : 

            

             

           

                     
    ,   ,                 

   

“The statement of shareholder equity tends to be overlooked because people focus on the 
profit or loss statement or cash flow,” explained Craig M. Steinhoff, a certified public accountant 
(CPA) and information technology professional with HBK CPAs & Consultants. However, it’s a 
crucial tool for helping business owners evaluate potential investments and measure their 
business’s performance and worth. 

        ( )      .   
, "                     

   " ,               
             

What is shareholders’ equity? 

Shareholder’s equity is what remains after subtracting all liabilities from a company’s assets. For 
a company with stock shares, stockholders own the equity. Otherwise, business owners or 
investors own the equity. 

    ? 

                       
 ,       ,          

Shareholders’ equity has several components, each with its own value and meaning: 

Share capital: Share capital is the cash a company raises by issuing stock. In an initial public 
offering, a set amount of stock is sold for a set price. After that, the stock can be traded freely, 
but the money paid directly to the company for the initial offering is the share capital. 

Retained earnings: Retained earnings are the money left in a business after the shareholders 
are paid dividends. With dividend stocks, shareholders are entitled to a percentage of the 
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company’s profits. The company must still calculate how much money it has to work with after 
making these payments; that calculation is the retained earnings. 

Net income: Net income is the money left after subtracting expenses and deductions from the 
total profit. In this case, profit is the amount of money made after subtracting the cost of 
operations. 

Dividends: Dividends are funds paid to shareholders. Investors who own stock in a company 
own a portion of the business and are entitled to a percentage of the profits. A dividend is the 
amount of money paid per share of stock. The company will set aside a portion of its profits to 
pay dividends (that portion is usually outlined in the stock agreement). 

       ,        : 

 :                ,    
          ,          ,  
              

   :                 
      ,                 

              ;        

 :                   ,     
        

:                 ,    
                        

               (        
  )  

5. What is ITR? 

Income Tax Return (ITR) is a form which a person is supposed to submit to the Income Tax 
Department of India. It contains information about the person’s income and the taxes to be paid 
on it during the year. Information filed in ITR should pertain to a particular financial year, i.e. 
starting on 1st April and ending on 31st March of the next year. 

5.   ? 

  ( )                   
                       

      ,  1       31      

Income can be of various forms such as : 

Income from salary 

Profits and gains from business and profession 
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Income from house property 

Income from capital gains 

Income from other sources such as dividend, interest on deposits, royalty income, winning 
on lottery, etc. 

       : 

   

       

    

    

     ,   ,  ,     

The Income Tax Department has prescribed 7 types of ITR forms - ITR-1, ITR-2, ITR-3, ITR-4, ITR-
5, ITR-6, ITR-7 and applicability of the form will depend on the nature and amount of income 
and the type of taxpayer. 

   7        - -1, -2, -3, -4, 
-5, -6, -7               

 

Below is the list of ITR forms which are most commonly applicable: 

Particulars Applicability 

ITR-1 (also called as 
Sahaj) 

 lacs from 
following sources : 
1. Salary 
2. One house property 
3. Other sources excluding winning from lotteries and income from horse 
races 

 

ITR-2 To be filed by Individuals and HUFs who are not eligible to file form ITR-1 
and don’t have income from profits and gains from business or profession 

ITR-3 To be filed by Individuals and HUFs having income from profits and gains 
from business or profession 

ITR-4 (also called as 
Sugam) 

To be filed by resident individuals, HUFs and firms (other than LLP) who 

business or profession computed under section 44AD, 44ADA or 44AE 
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Performance - Goal Sheet 
Product Name Status Eligible Amount Rate Total  Cumulative 

revenue 
Savings Bank 
Deposits 

AQB in Mapped 
accounts 

50Lakh 0.50% 25000 25000 

Current Deposits AQB in Mapped 
Accounts 

150Lakh 0.75% 112500 137500 

Term Deposit AQB 120 Lakh 0.10% 12000 149500 
Home \mortgage 
and Car Loan 

Disbursed 200 Lakh 1% 200000 349500 

Life Insurance Premium 10 Lakh 10% 100000 449500 
  Remarks: Yearly 

revenue target 
Rs.600000/- hence 75% 
Achievement 

   

Please go through the details for achievement by different employees (Sales Executives) and 
prepare Performance Goal Sheet for year ended on 31.03.2022. 

1. Mr.RatanLal was appointed by the bank for sourcing ofCar Loans. His annual revenue target is 
600K. The criteria for revenue calculation are based on the parameters as mentioned in 
Illustration given here-in above. His sourcing of different products during the year ended on 
31.03.2022 was as under: - 

(i) Car Loans disbursed Amount Rs.300 Lakh 

(ii) Term Deposits sourced (AQB) Rs.50 Lakh 

(iii) Life Insurance Premium Sourced Rs.15 Lakh 

You are required to prepare his goal sheet with proper remarks. 

2. Mr. MurariLal was appointed by the bank as a CASA Executive. His annual revenue target is 
600K. The criteria for revenue calculation is based on the parameters is:- CASA in NTB Accounts: 
Savings 1.25% Current – 2% and Balances in  ERV mapped Accounts ( AQB) – Savings 1% and 
Current – 1.50%. Loans disbursed amount 1% and Life Insurance premium 10%. His sourcing of 
different products during the year ended on 31.03.2022 was as under:- 

(i) Savings Bank Deposit (AQB) ERV=100 Lakh 

(ii) Current Deposit (AQB) ERV =100 Lakh 

(iii) Life Insurance premium Rs.2 Lakh 

(iv) Savings Deposit NTB = (AQB) = 50 Lakh 

(v) Current Deposit NTB = (AQB) = 100 Lakh 
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You are supposed to calculate performance counts for Mr. MurariLal for the year ended on 
31.03.2022. 

Note: NTB – New to Bank means new customers sourced 

Exercises: 

1. KYC documents required for a proprietorship Account are……………..…………………………… 

2. Conduct a Group discussion on: CAP (Customer Acceptance Policy and CIP) Customer 
Identification Procedure in Banks. (Faculty should give brief description of the terms CAP 
and CIP before conducting group discussion) 

3. Describe terms used for customers: 

a. ERV – Existing Relationship Value     

b. NTB – New to Bank 

What will be the strategy for approaching to above customers and generate leads for 
product sale. 

4. Explain the term “AQB”. Calculate AQB for March quarter in the following Savings Bank 
Account. 

5. Savings Bank Account of Mr. XYZ 
Date Particulars Withdrawal Credits Balance DR/CR 
10.01.22 By Cash  30000 30000 CR 
20.01.22 To Self 10000  20000  
05.02.22 By Clearing BOB  150000 170000 CR 
15.02.22 By NEFT SBI  50000 220000 CR 
24.02.22 To Nandini 60000  160000 CR 

01.03.22 To Sharma & 
Sons 70000  90000 CR 

12.03.22 By Mani Trades  100000 190000 CR 
01.04.22 By Interest  5000 195000 CR 

Note: Faculty must guide and check the procedure. 

6. Discuss the consequences of deficient KYC obtained in a Current Account.  

7. Mr. Youngman was appointed as Sales Executive for sourcing of Savings Accounts and 
Current Accounts. He was supposed to source minimum 15 Savings Accounts and 5 
Current Accounts per month. Mr.Youngman accepted the terms and got appointed on 
the agreed remuneration. Assuming his relationship in the field, he was confident to 
meet the assigned targets. 

He started visits to the field and opened good numbers of SB / CD accounts. He was able to 
achieve first month targets fully. He has done hard work and done good efforts but didn’t 
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maintain record of visits. In fact, he was least interested in maintaining track of visits.  In next 
month he could achieve 75% targets and further achievement numbers have fallen. Now he is 
struggling to achieve targeted numbers. Please suggest him a workable solution. 

Faculty should discuss lead generation process and keeping track of visit details. The lead 
generation process is a continuous process ……. There must be sufficient leads keeping in view 
successful closure ratio. For example, if 10 accounts are successfully opened out of 100 leads, 
successful lead closure ration is 10%. Leads can be generated through cold calling, field visits 
and references from existing customers. Work on leads to convert hot leads and successful 
closure. 

A group discussion may be organised in the class. 

   (  )       31.03.2022       
   

1.                    600K   
             31.03.2022       

      : - 

(i)     . 300  

(ii)    ( ) 50   

(iii)     15   

           

2.      CASA             600K   
       : -    :  1.25%  - 2%   

    ( )   -  1%   - 1.50%     1%     10%  
31.03.2022             :- 

(i)    ( )  = 100  

(ii)   ( )   = 100  

(iii)    2   

(iv)    = ( ) = 50  

(v)    = ( ) = 100  

 31.03.2022              

:  -           

Exercises: 

1.         …………………………………………………………………………………… 

2.    (     )          (   
              ) 
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3.        : 

(a)  -    

(b)  -    

                

4. " "              AQB    

5.  XYZ     

 
Date Particulars Withdrawal Credits Balance DR/CR 
10.01.22 By Cash  30000 30000 CR 
20.01.22 To Self 10000  20000  
05.02.22 By Clearing BOB  150000 170000 CR 
15.02.22 By NEFT SBI  50000 220000 CR 
24.02.22 To Nandini 60000  160000 CR 

01.03.22 To Sharma & 
Sons 70000  90000 CR 

12.03.22 By Mani Trades  100000 190000 CR 
01.04.22 By Interest  5000 195000 CR 

 :          

6.            

7.                         
 15    5                  
         ,           

          /             
                   ' ,  

  -            75%        
                .      
. 

                    
 .               ,  100    

10     ,      10%     ,    
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Multiple Choice Questions:  
1. What is the primary focus of retail banking? 

a) Providing services to large corporations 
b) Dealing with individual customers 
c) Offering investment advice to affluent clients 
d) Providing services to government agencies 

2. Which of the following is an example of demographic segmentation in banking? 
a) Offering education loans to students 
b) Providing wealth management services to affluent clients 
c) Offering wholesale banking services to large corporations 
d) Providing credit cards to all customers irrespective of demographics 

3. What is the focus of wholesale banking? 
a) Dealing with individual customers 
b) Providing investment advice to affluent clients 
c) Catering to the needs of large clients and high-value transactions 
d) Offering services to government agencies 

4. Which segmentation method is based on the customer's interests, sentiments, attitude, 
and behavior? 

a) Demographic segmentation  b) Geographic segmentation 
c) Psychographic segmentation  d) None of the above 

5. What is the main goal of wealth management services? 
a) Providing loans to individuals 
b) Offering credit cards to all customers 
c) Assisting affluent clients in managing their finances 
d) Providing investment advice to government agencies 

6. Which segment of customers would be targeted for an education loan? 
a) Large corporations   b) Mid-sized companies 
c) Agriculturists    d) Students 

7. What type of customers would be targeted for an Au Women Savings Bank Account? 
a) Large corporations   b) Women 
c) Mid-sized companies   d) Students 

8. What is the requirement of AMB for an Au Royale Account? 
a) Rs. 50,000    b) Rs. 1,00,000 
c) Rs. 2,00,000    d) Rs. 5,00,000 

9. Which method of segmentation is based on the customer's country, state, or city of 
residence? 

a) Demographic segmentation  b) Geographic segmentation 
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c) Psychographic segmentation  d) None of the above 
10. What is the primary focus of retail lending? 

a) Dealing with individual customers 
b) Providing investment advice to affluent clients 
c) Catering to the needs of large corporations 
d) Offering services to government agencies 

Answer the following questions: 
1. Describe the difference between retail banking and wholesale banking. 
2. Explain the concept of psychographic customer segmentation in banking and provide an 

example. 
3. Discuss the main goals of wealth management services and how they differ from retail 

banking services. 
4. Provide strategies that Mr. Neo Kumar could employ to achieve his home loan sales 

target. 
5. Explain how geographic segmentation is utilized in banking and provide an example. 

 

 


