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Message from Senior Manager
(Central Bank-Regional Branch , Jaffna )

It is my great pleasure to send a message to the journal “Eternal Banker”
published halfyearly by Jaffna District B.O.C, Pensioners' Association.

“Reading maketh a full man”

Initiatives taken by the B.O.C. Pensioners' Association is highly appreciated as
reading habits of students and people have been declining sharply in this era. This
effort helps to build up the reading habits and to increase general knowledge among
the students and users.

“Whenever you read a good book somewhere in the world, opens the door to
allow in more light”

The Jaffna District B.O.C.Pensioners’ Association has dreamed to deliver a collection
of articles twice a year, it consumes unbelievable energy and courage to complete, in
an effective way. It is understood that how much of sweating is behind this journal with
quality articles.

I extend my sincere wishes and good luck to all those who have involved in this effort
to make it a success and continue in future as well.

Mrs. RajaniVijayalan
Senior Manager

Regional Office- Jaffna
Central Bank of Sri Lanka
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Matrimonial Property
Thesawalamai

General Introduction

Matrimonial property law in Thesawalamai is an amalgamation of the customs of the
people of the Northern Province of jaffna (for convenience referred to as Jaffna) and its
incorporation in statutory provisions. The customary law, by itself, is an
amalgamation of matriarchal and patriarchal principles which, though modified at
different historical periods, survives in various aspects of the applicable customary
laws and statutory provisions. We can notice wide application of RDL concepts and
some principles of EL as well. Statutory recognition - By ordinance No.01 of 1911 the
amendment Act No. 58 of 1947.

Categorization of Property in Thesawalamai:
Pre colonial period - period prior to the codification of the customs - the customary
principles of the Jaffna people as reflected in the Thesawalamai code or the collection
called the customs of the Malabar Inhabitants of the Province of jaffna 1706. Part 1:1.
This received statutory recognition as the, the Thesawalamai regulation No. 18 of
1869.

*  The period prior to the codification of the Thesawalamai

*  The traditional concepts associated with the joint family structure of the early
settlers based on matriarchal and subsequently patriarchal lines

*  The amalgamation and compromise effected by the cultural synthesis of the two
concepts.

*  This helped to build the edifice of an egalitarian socio - economic society
especially as regards inheritance rights of men and women

Spouse's separate property
* By way of Inheritance

¢ Muthusam
¢ Urumai



* By way of Gifts or Donation

7

»  Gifts on Marriage - Cheedanam

%

DS

»  Gifts as donation on marriage
Gifts generally

*
°e

* Spouse's Acquired Property - Thediathettam

% Under Customary Law
% Under statuory law

>

7
*

By Ordinance No. 01 of 1911
With the amendments of Ordinance No. 01 of 1911 by the amendment
Ordinance of 1947

*,

7
o0

Muthusam or Inherited Property

*

Muthusam is generally understood as inherited property - Part 1:1 of the code.
Right to inheritance only to males by the code.

Modification of the concept - Part [:2 code. So cheedanam can constitute property
categorized as Muthusam which can only be inherited by a man by the code.
Consequently not only the man but the woman too can bring into marriage her
Muthusam

Led to statutory recognition in section 15 of the JMRIO as patrimonial inheritance.
Judicial interpretation of the definition of Muthusam as hereditary property.
Withers J, noted that it is misleading. (Jivaratnam Murugesu, (1 NLR 251 at 254)
Though a male under customary law has to leave behind with his parents property
he acquired whilst under parental roof he could take with him legacies and gifts
from his relatives and others. See also Nalliah v Ponnamma, (22 NLR 198)

Cheedanam or Dowry
Customary Law - Rights of daughters to receive cheedanam which at the stage of
economic development constituted largely landed property.
Priority given under the customary law to cheedanam. Code part 1:09, 1:11
Statutory Law - Unlike Muthusam, cheedanam is not defined in the JMRIO. But
there are references to dowry in the Chapter on inheritance. (Reference sections.)
So unlike the code (Note preamble to the code) which is supposed to give an
account of the customs of the people of Jaffna the JMRIO does not mention about
the obligation of parents to give cheedanam to daughters - or the right of women to
landed property by way of cheedanam.
But according to a survey (by the CPA) women own nearly 80% of the land in

a0



Jaffna obtained either by way of dowry or inheritance. It is interesting to analyze as
to how it became possible.

It shows that the custom of giving dowry continues to have a stronghold.

The words of part I:, 1 ... when a daughter or daughters married they should each
receive dowry, or cheedanam..." and words in the 1st para of Part I para 11 '... the
father must go ... in order to give them a dowry..." and in the 2nd para of same, "... If
anything remains of what had been given..." and ".... what remains..." reveal that it
continues to be the custom in the Jaffna society even to the present day.

Right of women to property in Jaffna is mainly as cheedanam. Cheedanam in
Thesawalamai (both by customary and statutory laws) is an "...advance provision
to the daughter of her share in the family inheritance". (Several provisions of the
code and the JIMRIO and case laws have made it very clear.)

Priority of cheedanam over rights by inheritance in Thesawalami - and deprivation
ofrights to inheritance by sons (men)

Customary law - Code 1:9and 1:11

Statutory law is silent - Implications derivable by reference to JMRIO section 21
(Inheritance Generally) and section 36 (rule by cassus omissus)

Social reality - To what extent is this priority prevalent in the present socio -
economic set up. The difference in the position and status of women then and now.
Does the difference have any effect on the demand for cheedanam. The present -
day social reality situation.

Property given as donations or gifts on marriage.

Recent social trends - parents under pressure to transfer a daughter's dowry as
donations or gifts to the prospective husband. (Note implications of such transfer
under topic Reallocation of property on divorce)

Concept of dowry and forfeiture.

Dowry considered as an advance provision of the daughter's share of the family
inheritance.

Codepartl:3

JMRIO section 33

Proof need to be given that a daughter received a dowry. So what is given as a gift
pure and simple will not disentitle the daughter from her rights to inheritance.
Whether it was so is a question of fact. Kandappa v Veeragathy 53 NLR p.119;
Thesigar v Ganeshalingam. 55 NLR p.14.
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Thediathettam (Acquired Property)
As regards matrimonial property many aspects of the law on Thediathettam
become important because of the relevance of features of-
The concept of community of property in Thediathettam.
The process of its development in order to understand the present position of
Thediatettam. The (a) Pre 1911 period ie the customary law position. (as codified
by the Dutch.) (b) The period between 1911 - 1947 and the post 1947 period.

Community in Thediathettam - past and the present
Concept under customary Law - Son's acquisition to form the Thediathettam of the
parents.
Concept of the joint family system under early Thesawalamai. Code Part 1:7 code
partIV:5
JMRIO of 1911 section 19 and 20
JMRIO of 1911 as amended in 1947 - section 19 and 20
Corresponding changes to section 6 of the JMRIO
Rights of the spouses (a) during marriage (b) on divorce or separation a mensa et
thoro (c) death intestate.
(a) Pre 1911 - The code in several of its provisions provide that during marriage the
parents could give their half share each of the acquired property as dowry to
daughters. Childless parents could give as gifts to nephews and nieces from
Thediathettam. (IV;2)
On separation part I'V:1 lays down restrictions in so far as it relates to the wife's
property, in inclusive of Thediathettam. Note influence of RDL in this provision.
On intestacy.

Thediathettam - common or separate property of the spouses?
Several case laws deal with this aspect.
The controversy is marked in the two leading judgements of Gratien J, in
Kumarasamy v Subramaniam (1954) 56 NLR p.44 and Sharvananda CJ in
Manikkavasagar v Kandasamy and others (1986) 2 Sri L.R. p.08
A detail analysis would be necessary to determine whether Thediathettam
continues to be the common property of the spouses or has to be considered as the
acquiring spouse's separat property.




Spouses rights inter se in relation to matrimonial property

* Marital power of the husband over immovable property and its impacts on married
women. The husband as head of the family automatically functioned as the
manager of the family property.

* The code generally associates both the spouses in dealings relating to property,
excepting [:IV. The concept of marital powers of the husband is interesting study in
Thesawalami raising the question as to the interpretation of I:IV. Its subsequent
statutory approval in S. 6 of the JMRIO and the Judicial theory of the concept of the
marital powers in Thesawalamai.

* Very pertinent question is how it restricts the married woman's rights over her
dowry property and her share of Thediathettam and its impact on her locus standi in
acourtof law.

* Rights to possession sections code 1:9; 1:11 and IMRIO sections 37 and 38.

* Lack oflocus standi of the woman in relation to her person and property.

Mrs. Kamala Nagendra Attorney-at-Law
Visiting Lecturer

Faculty of law

University of Colombo

T.P: 0112677020

The above Article is based on the Presentation made recently, at the Jaffna
Managers' forum, by the author.
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HICUIH35) TBIMITED THTDI?
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gemew BlHIwD CFemeussT 6TTLITOIDEND  GUPEIGHEIBET  CLP6OLD  l6uTH6rlen  6U(HLOT6S
2 (HAUTESMED NBIBFSHE DB (LPEVLD UTLPUTHTHMG ST, LILIgeT, BSTLILIDEIS6HIe0
Cuowu®sgIb e sl Lenwlium@Ld. (Task force on supportive Policy and regulatory frame work for
micro finance NAMBRAD-1999)

HIGHT SL@ILD HIAT [BBlLb

BT &L 65T, HIW BlS eaaipm uUsEGeflear oflondsmaer Geaim oY
aleursn@Efluweeur &BGeu ellenmiE S SIme. HIewTSBL 6T L6 g e1(pLIGIEaTsd SyTdlus glempullsd
FMBLTTEHEMN  GUPEIGUBET  (LpeVlD  SIM(PSLILGSSLILILL ).  HIHISLET  QBTLIUTESL
dgewsrdliGury Ba aumew @Pllilled ersswrear Gewed afleneresemen
gHUGSSWVBLLSTSE  GOIINOEGTDET]. HIHIGLEITEIG  UTDOLSSD  (&H®DHS66Y
wasefDE ujseier 2 HUsHSH CoHemeauselDETE UPRIGLILLL Gl DISHIL 6T HICWISL 6T
Fops uRISUIWE FTTHSSTEHOD, GHMDHES a1 615560 AIPRIBLILIHCUSTHED SL 665
Blgullesr BliybLedn@ gL eupmIsILLL g

mewBlSwreng Gy, sLer, sriymd o Lol ue HHlun Creneusemen
apRIGuSTSD BHuled FHmsETihs ey eisnsmer GFOIIL, SL6T eaLauDHe
NyGuindlé@ b Gaeitell FTiIHs BL 6T CUPHIGLD &FTSHETLOT GLD.

BIIH\S) ASTLTUTOT S60d B UIBIS 6T

@.B1.Fmuller (petarTer QUITgE Gaweorsn) Gam(@)Loiemet (2004) HIEIHS @b
S(HLOLDEVEY.  DFIGHEMD  UHLOTEID  QsmeiLsaujselh@d  gamarGurilb@d Sl d@Ld
o flemwsmerywd, GFemeusemeryd QUG OCBTHLLSHSTET  @(HEULS(LPEHDWITGLD.
B B8s8ausmen “Focus" sehflenaules 176aug1 B0 auplweujser Fmy GFlllienwd, BHisiT6s
sLeaW B eFurFiny. Spemed  Geneu  Heufsefler  eumwrer  iFsFllenuGur,
QUTHETTSTIFHWTET UTPEMBSH SISHd FlsfliemuGur GuepwsTalhE@ 2 Lemguirs
gOUBSSTH. LIPTE QUTHTTSTIL uUTHSTUmLWW, SHCUTMSW  6U(HLDT 6T
2 _(HEUTEHBSHMSL LITHSTESD 2_SHajlbd. eU(HOTET 2 Wifensuail sumoTeil LTgsTilihsE
2 56160165 HITHISWTEGLD. B)HIG6 aumienLo sevllliller (DL eTaTdlna).

QIMIMLD Sanfifed HIEwI535)

Beommaulled Bleoallaumw eaumemwerw paim UIsTer  Sim &E STTS
UMBLILHSSTD. BSHmPuled 2 6iTem  aumienio  Blewevenw Sp 2 _6iT6m I L U6
OzafllouBSsIHTDS. (F56i55560)

1995/1996] 2002 [2006/2007 | 2013
AUNIHLOBlmEY FHeHSHHI60

BEJSH HIENM 14.0 7.9 5.3 2.1
Symdlws gemm 30.9 24.7 9.4 7.6
QUTBECHTLLSGImD 384 30.0 11.4 10.9
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B BTH SHHSTD ADLHS STOWD  (PHD CBTETmNS  EUEGLILTETISEHLD,
SpUIeTenaEmHD “‘cumienio” QsrLiumer LrFflanearsefiled seucibd QFaiss subgierenesy. 181b
19> BrpprewienLE CFjhe HlsTy Leuorer Slbmasaile” Geomemasulsd &lymolus
glempulled Blevayd OamLFFlwrer eumieno CBTLIUTSS GDILLILLIUL HeTeng). ISTeug)
Slgmoliypriseiled  UTPHS! UbS LSBT 2 616 HenLSSTHBINev, GLOTFIOTET HBTHTT
uFSHEET, DT WHMID BF FTihs CBTUISET, Bubend WHMID LNBF&EaTTed GHLIHLD
SITTTHSBIB6T TETLIIDDTEL DU IBUTS! B)GHTIEVBEM6T SIDILIGNSSIETTE] 6163TLINS G)6u
SIMGewss6iT OB flelldbSlermen.

19501D =y ewTigMH@LI6N BLOBTLIg60 Blevall subSHaumienos@Gl LiFsTer sryeunflssnts
SiemobGleiernest. QLHLOLITeVTeN STOWLI D&BS6T BleVFQFTHSEBTTTHEMTEID STewTLLILIL(H)
UbSMGW GelIuNINIDSE STTETD 616 66060 (1962), BTew @GUST (1974) =y SGwimy
GO Heermentiy.

SymOwg g1emm

OUBHBCHTLLS Hiemm

b&EIS SO

Flov aupLmIBeMNDE) (6T BLog) Fars0HTemSEUNed 26.3% ((N(WPEHSTH) LOSSET MINIEHLOES
GaTi D@ S0 B\(HHSETETET. YT, Bbs slewianibms 2010860 8.9% (eNpoHsT®H)
U BEGHMDBSIETENEI. GLosId 20138)60 §)8) 6.7 oN(PGETLTES @&HDHSEI6TENE).

FLDHTE0 UIIEILD

QUMIHLD QBTLTLITE ST 19Hm6N SLITUIEnSUIL G)eVRInBUID DIeneu FTSHBLOTET 6(h
BlemevenwBu Garesipsitengl. SHLILNamId Seveauss seval, BeveusF GEBTSHTT uFSHE6IT, LomeTlwl
(weopuleveniops 2 ewiall LmS®H  eaTUaTab, amien  QPILIHETE 2 (HeuTdHsLiur L
“‘gargalu” S womd “‘Fupisd” SILb U pooaflF ComeusalD@L BisTeF
GrevalammassiinEy oieflss (Wisdlusgugms Wl  (WpaedH, Geouemev euruiliLy
GureipeTeuHMlsd Gaevis&lullme&Ealsvmsv.

GUTTTHMSILI LIVSMOVSHIPS FIPSONUDSINDL LIVSENVEBNS FeLpsallbmienmL
Guurdflwy  srelmsflyLy Hovsur  GPLINGeug Gureiy  Fopsmsailsd  BlevaleaumLd
oumienLoullesr GuwisvL], Sieey ereTusTauDenD GeumioGer GuTmeTTHTY Hlwdsefermed WL (Hib
UibasOsTerer (gl FupssF QFWT(pemDSHT LpPud  SPbBSHEs  GoussiHILD.
Fepsmisetled aumpdlein Fevi LLGM STrEEIRIBDETE  LDbBSETEMILL L ITE6TTHES
sHBSLILGDGIDeT]. GoaTed Gaufsar OsTLIBSHLD amenwuled eaurp  BFLubSs
sLILHESTDeT].

BIGHIBIHWITETE  aUMIDLOMWS HERNLILSIED THSMBU  LIBIESHET  6ULPHIES|TDE)
61601 BBT & (&HGeurmLd.




BIIB\5\S BL DT

mewBlSuller @rrisors el mewBlSssLar O (WPwHAGWITETEnDL
ydlsre rblllssGaur oieveg gnsaiGa 2 aen Gemiflemey alevsflesGeur  micwrHld)
BmIeUeTRIGETTEY UPRIBLILIGEGHDG. GBS cLpsvld LiwetTen Hesd@ CHemeuwime GamPHLE
(pVSaIHmS GUDGaT FTCDeL elavsflesGar (PIYub. ESHaTTed Beurg 6U(HLOTEILD
SiFlsflEEGw. Geusupomer HHsFrLTerg euj sHTGsTeTEpD sunememWd SellliILsDHE
LIGSHLIEVIDT S BIEMLOWLD.

AFNHH1S BT ANFBBHLILY

B BlSlulled oILm@GL GFblly eaaip SOFD  PeId  FT BTV Bl6D
eSO meTemiLBL BLjsemen e1HJOSETeTEHL FhSlenw Beufser QUDMISOST6iT6TTDE.
GxOIIl6N cpevld 61T HTVSHB6D (PHEOL ML AUSTLILHSSOYD SISV (L6VLD QU(HLOTESIHB60
2_wijemeud gHUBSSeugIL6T Seujsaiss BlBlulwesd fSlwresr GeuelCubDSmBH SHSH
Fnssid  opemrsad elpmEn. Gy odsfliurerg Fyreng. BisyoyseafhEwD
(PEDFTIT HlmieueimisaflL b &L et QD Goussiniguws Gsemeuenu|d S6lsalsngl.

FOmaT BibTa)

[BIGWTH 5B BL6TTSH6IT eLP6ULD LI(H6USTEY 6U(HLOTEIND GLITILIGUTSEIHLD, 6]66UTULIEUT&(ETHLD
BIBT&FFS sLaTEMmemUD CQUDMIE QsTeiTeT (PIYSlaIng. HsarTed BeujsalnE Frmen HisTo sF
GLPEIDSTEN H(HEwILD SlevLssL1 QUISlSTDE).

Galamevamuiling

BIwTHSE sLets6 cpsud CopGsTsiTemiLBL 2 pusdl (pwhdlsefiled Geuemsv
auriiiysafipsrer  Gaserall o (heurdlaing. HeuGsusnemulled SigniLieud, Hweir GismesiL
genpsalhE@ Geusmev suriiillenest aupmIGuSDEGIW FhsiliLD S sdlapgl. gnaemGeu
GPHs 2 pusd pupdseaisy Gamdeoreryras sLemwLfIGeur] Sogl Blmieueatd HiesiBHlSls
sLasmeT QuDM 2 puSHS (pwhdlssr alfleurdswenLwd Curg CgTdleorenjser 2mgu
SiFlsflliemurl QUDIISDSTET FhHSTLILBIGT 2 (HuTSsLLGS SIS HEE aIGFLITHS
GO Geuewwrigwr ellLund wrGgeflsd Grrguwires HEUIHSmw LWETLHSSTS el
OaTPOTETIHEHD HOF MDIHIOMWS Sewilbs HIEWIHIS  LOMDPSILTS 2 HeySleaing)

6TETLISHIT(GHLD.

FAPBAUXIQYL L 6D

FPBEUEYIOLL L 6D 6TEND H(HSH BleN6D DIEBIMIDBBTEVIONE LISV &H(HSBTL60H6eVILd
Upensrilssiiu@dlapg. olGsLwrs BiSulws FhHwurs GeueflGuppriul Gy,
GhbURENDGS SHmevmbsTREGL OCuasisalnE 2a&6aILGGS0 OHTY HILLIOHHILD
(paTemwHg e LUIDF aupRGauST ped SaufsaflomLBu searaibllsmasmw gHubhsS),
FPBSSH0  DuTHMeT  gmaTwaIEGaT(h  Gwemihg CFWDHLGHLL  DBTUILSEMSMmS
QUSTTLILISENT eLpsvLld susvieyl Led BuTasiy GFwpLTBsst CupOsTaTariLGEaT D). HeSTBISL
vweTTafl&eT @GeuTs Gemeige, S LNJFFeneIsemens SHLod@si SeVbHSHIENTWITLG &6 Bener
LBHB, dupenn GBTHS (pemerssd GUITEID BLOUGHMBHM6T HIGWIHIS BlmieuesTHIB6T

av



GupOsTaTdlaiper. Ssarmed LweTTensar Hog 2 pusdl WPwhduled GCrupdmeni 6t
QaFwHULH OUHLOTETS NS FL(HEIGTDEIT. G)BHEIT FLPEVLD DI6UTHET UMIEHLD &6l ILIHS G S

Blamajamy

BlewBlSullesr QFwupuTl D@D Flev sTeVEnEB6T 2 _65T[H. DIEUCEUMEVEEHET Hl6sTGM
3% CFwpuL (pguib. HieTHSulleT SmismiIEaTS alenhiGdlen CaFoll, SL6T, STiLmS
aaTuemel  Qurgleurs  auplw  wWaHBNDEGW, GOWUERIGDGHS HEWEVMD HTHRIGLD
QuesiasafllD@d  Fepas Osmerererey sl (Bomerd (Capacity building), &Fepaseuspieyl L v
seTUTUDEND  SiFlBflbss QFulg SeuUTHEHMLL UMD  BleDeVeWd  (&HMDES
uBseT&S Qg ASHLST BFaicpod  auplwafsalD@Gs oo  FhHILILEISGEHLD
auprIBLILIGS ST, DiBenest Fflwmer (Wpenpulled en&TwsTGauT SLb eumienLoulledl(HbS! LS 6siT{H
61D (LPIQUILD. (LPIGEUTE, eumIeHLD SewsillL (PHMIL QUDTS @ BlBPFASSILLID. sunienLOmUIS
Sewilbes L6V S(HelGemeT BT LWSTUBHSS (PIGUd Sieudmled @aTCm HIeIBIS). Hsamen SimGeu
RUIILIBHE BTTID 61HHEMEITCWIT FouUTELSHEMONTF &bl sBeussiiBid. B)gIG6u HlyLbd.

2 gmailiame
1. Financial inclusion through cooperative banks, P.V.Praba, NIBM (2013)
2. Women and Banking K.Divahar, R.Dasejepta, K.U Umaluxshan NIBM (2005)
3. Rural Marketing & Micro Finance S.K.Basal & S.K. Betarc
4. o965 umidlulwied
Qumest LITeLEG LD (2013)

6T, @NDEVF & 1 851Y 60T

(The Relationship Manager - recovery - corporate Branch Bank of Ceylon)
T.PNo: 0777770484

E.mail : vimalansundaram@yahoo.com

(Ervamatin) enjeumoniigesr eredimy @@ mS60D SLeflewed Seweooudl
aue(bLD eTeoTm) EWLfiwl efermibLipTRIS6T TV @60 HHigssie 61(H6USI60T(B.

SlmsE 6\&F6IDBSHS Qb LML §631 GUIETILLD Samiflmmear.
SiL s 6I(HEMDIDILEWLE SL6HerTmed FHemeobull euemHLLMELD?

©_6U0T6mLDUIT?

GuirenT : 22BWIT LIMLIQ! B15)| 6TTHEWLD LDT(® H6D6D ETTEUIMLDITLIQEDT.




anmIDg) SDEHSIDHBaBBS Bauf_cd
(FINANCING EXPORTS AND IMPORTS)

@ BILYT QUTHETTSTY euaTTESSHE FTalssF aMGHEL WsaDd (pobSluomest
QREDTELD. FTeUCHF aUTHSHHID  aeaIDBUTS DIg LITSTEIOTS gHMmIog OHMID BDdHEL
BLOIGSMBBM6NS GNIHZ BIHSTng HNS5CHTH @(H BT Q6T aITSHSS Hleviensuullest Lygmeor
sTreiluTs ghmiodl, BnsEwLd CFwpuThser sTesiLBGSapar. GHsmaw Lgsme
ghInS), ADEELLSH CFWHUTHHEDHEE) BISH CsemeuiLTHGT WlGaDd SeuslubTearg). Geneu
urflw OFTEnssHE SLbOUNIZIL 6T GnEw sTev Gl QeuaflullgnisT (pigeysE, aupedleTmert.
Bsaired BB Bl Csmauliurhsar OQurgeurs @Gmmare (Short Term)
BHSCsmauiLTsenTe G\ HeSlaimer. §& GnmsTe HHHCsmeuLTHEmens Fomerflses
amdlssr/ HF  Bmeueimissr  gHmIOSLTATTSERGGW  SDEEGLSWTENTHEERSE B
UFSBENET 6ULPEIGHS\GTTD6IT.

ghmInHlsEpsE Bdeusdsar aupmiEgd CuTg gomiod QFuwiLGL QuUThLssi
OarLTUTE gaTaugl SLHUUTHSHET 2_6TarareuT 6Ieia|d, UIUIQUITET  OUT(HL&EHEHE)
Gaemeuwires 2 S liusdymiser (Export Licence) Quplinl (HeTeneseur sieimid, GLosyitd
gOOILSTET(HES bBS gHMIOS CBTLIUTET  DEILIAID, DI6UTSHETSH!  CUGTRIGEIT6T
QsTfipaTeme  aesl, Bubdyausd), oyenenil Gureipene LPBluL eumidsar
B6uaTHH VB HS GousssiHILD.

36 Guray GP&ELHEEHHE BHiF aFdsar alpREGLOUTE HDEELWS)
QFuwiLGL  QUTHLBEHEE SD&EEGLSE SLEUUTOS6T 2 simerereur?  SiLguimuilest
BaemeuwTest 2 _SaJaILgSImissT QUDLILILH6TTST 6GTLMSUD, SDd@ELos CaFuwi@LDd
QUIT(HLB6MEIT HEITEMLD, Sieweu eLPEOLIGILIT(HETT D606V (LPIgayLt GQLIT(HEMT 6TeTLgl LiHmluLd
RIS E6T HeUaTOLD([HEHE GauestT(HLD.

FTouBse amsSHs bLIgSMmBHT FHLGGMT(HEE unidlser, BlSHmieueTmiseTTed
QUPRIBLILIHID BI85 6usSleeT G)T6wsi () euensLILIHE|6TDET. SIHEWLIT6L6T

D. gomiodsendame Blgulev - Export Financing

2). HD&G s EHssTe BBl ed - Import Financing

1. ammuoFHBandsrar Blaui 6o - (Export Financing)

Qurmentarrg slar  oflall(hs Slé @ gpmwglseailear (P& &ws gHeuw
BHSSHOSBTETETILIL[H  STFTRISHRSBMETED LGN FEIMBHEHLD, 2618EH6MILILSSEHLD
JOOILSITETTSEHEE aupBISLILL(H JHmIoSser 2msEalbslILHEEDeT. aumidlsEpd SLog)
uRdDE QuTBLssT, GFensusemst goOMmILS QFIUD SOG CUTIGSHMBWTENTSEHSE b
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UFSBENET 6UPEIS (LETEUHBSTDET. IILg aumdsaleanmsd  aupmsiLGL B auadlser
Byeww(® eudlsafled eupmIsLILIH S ETDET. HIEHEUWIT 6T

A. sULBNDDENIGE) (PETETITET D606V FHMILLSSE, (LPeTLITe Bl 60
(Pre shipment Finance)

B. suuGsopmisnis@ Lletenmest Sis0svgi fHmILoS|é@, Llsitsstgment Blglulled
(Post shipment Finance)

A. siuB®DAISS ararmmar Blasufl e (Pre shipment Finance)

gOOILSHTETT HeuT QUT(HLsmend sILIGDMIISDE (LPTL| QLT [HL Sen6r
Goum HTLINeTHILLD 6umEIe) HI606VG) PLPEOLIGIIT (L SEN6T 6uTEIE DieUDDD (LIt QLIT(hHeTT oS
ghmIod) QFUIW (LpIgub. Sevevg ST SILCUT(HLSMNS SWTHHEH Devevd 2 HLSS
@iz ghmiodl GFuw (pigujb. BF CFLHUTHSEDHEE aHEE Bl BCsmeuliLBid
FhTUILRIGM aumdlsalleanmsd supmsiiuGl BldlousdHsGen sLLGDDEVIGE) (LPEITETTe
Bl eusdlaeir eraiLBdsimes. sLLGDDEISE (eTeTyTes Bl suFdlser aupmiEGd GUTE)
el BETHSILGL ysTen BLTH6Te gonIodls &l Lemsm GIHgF CaFuwiiLLed, Die06VS)
gHTeUG STIERIEIGETO QUTHLBMET SLLGVDD (PYWTH GHPBIEDE gHLIL 6D
GuTaTpEUDHEPDS GHDILIILeVTLD. SLILGDHDEVIEE (LpeiTarTyTes Bl eugdlssit QUDMISGSTsITET 2
aufl(pevea6T 2_siTemen.

(1). GesiauTes 60608 FouliL] FTHS] BITETLSSISLD
(Red Clause Letter of Credit)
(i1). GuTHGFuisL 6T (Packing Credit)

(1). araeimss pramuds sipsib (Red Clause Letter of Credit)

FOMIOSHLITETT  H6¥gI FHMIOSHEHUI BTETTWIS BGH(LPHD eLPsVLD BlenmGeubHmiLieuyTs
BmLer, Gné@dwsTfleanmsd Seurg eumdl epeld @UEEIE GFUWNLGHL  HTevTwds
BYHHMS @h CFeluTss BTeEvWdS SYsLTE CUDMIGOSTsTMTITE S(HULl6T, ghmind)
QauiwpeTegTaGea @@ GOUILL OFTemsmul (WhHueToTs CUDNIGEESTETET (LpLQULD.
QFeleUTEFS BTEIWS BYSSHSIET (PSHEW LIl BTewwd sYsH5Smean SHphs eunmd)
Bé@wdlurearfler Carflémaullenig Bresws SYSHsHe0 @b (PHSL UTEFS FLPEVLD [HEITENLD
QUDILAIMHES AHSTUFI FODILSWTMHES H GPSS CSTmHEMmW FhYIoPlHE (PG
(PHUGTTLONS eI gHmIoSlurerilet eumidld@ SmdSaTyn ehsSH(HEE0n. BH0SHTmSEmWL
@ FETgTyew & gl (Simple Receipt) @estenpli QUIDMIS CsTemt(® gJHMILDSLITET(HEE, 6 curbieS)
oupmidlw ey mBreniws s9s5S60 eapliul L (penpullsd BTewTws SgHLD  eupmIL
aumEUILLS(BBEE 916 OFTensmw QuDMIS CETeTEnHD. GEiE CUDLILHEETD FTHTF6wT J5 &)
RSO (BHS &TewFl QUDMIE CBTEIILSTE jeVevg GUDLILILL &T&H gOMILSHE
WLHGL LWSTUGSSILGWL  aT6aim  CUTMLICLDDEVIL 6T 26umsWTall  QUDLILGH S ETDeDT.
gomIoSwrerymed Grgl QUDUILGLD (LPOLIETTLD SieuT Mg GFuiuid CGumg) sylsaliLl B
(6ul 19 ggId B\(HLILN6TT gD BLflBSLILILB) LOGHSIBW Si6u(HEE) ULPBISLILIHLD.
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(11). euns) aguisL@rsar (Packing Credits)
ghpwd Bpéerd arsssssls GpsGurmflar s s GHEEL

FhaTULRGM SauTaalL(mhg OFeeurss Bravws SQHD CUDIESH GEVE6Te
sTHwoTs S(HEETEH. Saarmed gomiodwrent serg amduillnw Bl  ausdulamers
Gam(meurt. BB GuTd CFusLaT erarILBSEIDg. B)& SLaTH6 aupmsILGL GUTE)
(WS FaDLILIL L gOMILOS\EEHHE) Bl eugdseT supmsiinpid GuTg) seauafldsliuL Gousmngu
alLwmisel &HSSDH OGarereriiuL  GoauemiGb. S5CHTH umdEsT  gHmIO)
BTETULISSIGHBIGEMET SO LD QUILIHL GG SL6ST QUIILTY uTgEmsWTaTISmenT ol (Hb
QaTeTEphd. ETILD aF Fphs TQEMSWTTSEHEE B SOTSGSUILLGH 2 mid
QFuwtiul L &l LenenasEnd@ (Confirmed Orders) erdlymaayd sL6T supmISLILHILD. cubIsHsiT
B EBLBTHMEN QUPHIG (LPITL| BTENTWS HYHHMmS 6vevg 2 midh CFLILILILILL &SI Len6TensTT
ufGerdsg BleopGauppn (PywTs el wkisar o eTerersur? BrewrwwTHY  &lsEndaE,)
SI6VEVE) FOMILDE HEDL (LPEODEEThHEE) SIEHLOAITE 2_siTemeareur? sTest Sl GouewT(Hid. GUILigL
ufGardsEw Gurg ghmdlurerT sarg Cameaus@E iSlswrs Big CarHaumsuwd SHEHS
wu. HCHTH FHMIOSHESETET SLILGVDDED STVHMS HEHILD6UBET (LPEILD &L 63T
SHouF CFaISGSHLILLESIGL STEOLSHMBULLD SeTLPbg JSHCHMHL BLEHET QUPHIS (LPLQU|LD.
QuITd) Q&I BLETET supmIBLILHLD GUITE GUT([HLSEHLD, HOTEHFIL FTEMEVSEHLD (PEHDWITES
sTiyme  Qeuwliu’ Hetenst  eeug  Wasald  (pedlwiworer  elLwibr@h.  gnmiog)
auTySenasWwTerfler, BiS evSlrssearmb, sLbs s QFupuTBser, GUT(HL STl SeTenLo
GUITEITD SIDFBIHEM6T JGLILIDHLLITES 66U g Llsitaumid eudl(penpasetlsd QUITSOFU L etTs6i
aupmIsLILIGE ST, aupmsiLLL @GNS sTevsSlaeTCmGu  ghmind GeEuiwiu
sLEISET  H(HOUF QFaSSILIHMST el GOIBBTVE SLETHMTEGM  B)(HEBELD.

(1). oewLeys sLer - (Pledge Loan)

(11). plsmas &L & s - (Trust Receipt Loan)

(111). oewLiomené sLer - (Hypothecation Loan)

(1v). Guwevdlas upm - (OverDraft)

(V). o_simeanit Brewsiws sigsd - (Domestic Letter of Credit)

Bemaupdlw Goevds ellendsmisamen §)& a1 Henguller e ullsd sremTeorid.

aumidlaser ghmiodlsEpssTe sLLGDD (Weitegmen Bl sugdwires QUTSOCFUI &L e
AUPRIGBT i6V6vg GLEVESE LIDMI AIPRIGEUST CTaTLMSBS &TTNILSDHSTET DigLienL &
HTTTEETTS SIEHLDAEIT :-

(). Ourd Qe sL6T epevld gomipdwiTenfle eaiGsurm QameTsuaTalh@Ld Seldseilures
SYEUETEIEET SWTHEsILLH SHeflssalurs sLeissT euprisliul Gl eupdlbhaTer
QaT@HLILTOE6T B)LLb GLmdleTes.

(ii). Gwevdlall LDHMI CUPHIGESHET (LPEVLD LIV CBT6TEUENT6YSHEHSBSTE QBT HILILICT6ESEhSSE)
Q@ GLeVSE LIHMI CULPTRIGHEUBETT (LpeVLD CFeVISHSLILIL GVTLD.

(il). euTySemaswWTaTT Samdbdled Blemeuulled oFls HeTbued Flewev G)(HEEGLO
Fhamiumssiley Guwevdls DM aupmidlenmsd eugTed CFassiLL  Goussigu
L 19SETe OFHTMSUNTT DITEDISE GHMDES JU(HEE FH 2 HWTES G)(HBELD.
IISTeUG UL IGF QF606) (&EHMULD.
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(iv). QuTHOFLl sLams auprslILGL GuTg eupmIBLILGL BiSulear Gwed aumidl oiHs
sl GUUTL L& QST mTg(HEELD.

(v). Gwevdls upm supmsLGL BuTg iHS B gHmod urgsmawTeilemmsd Goum)
Bz 6emeus EThas LI LIWETL(HSSALD auTUILIL] HLIBHILD.

B. stiuGaonmeanidsa atammmear 13 aigglsai - (Post Shipment Finance)

gOOISWTeTTH6T  H0g GUIHLB6T GCFreneusamst B EGLOSWITETTSEHE S
aPRISWGHID DLV BUILCDOWGZID JSDETEHT Y EITIIERIGENST  HLOL  euBISUIL LD
FOMINSE Slewer UTRIGUMHBE ISTEUg BDEGLSWTOTHES J6urg eumdl eLpsoLd
FOMINSsIUELD. uThIGUT Lewib CFaSgHID euedy  gomiodwment GuUTMSS(Hbs
GouswI(HID. FOHMIOSHLITETS| BTEIWS H9HSHS S GLIDOLDDTED S EITIIBISET CULPEIEGLD
amdldsE@ Sevevg 2 NISNLGSSW eumidlsE Ll G CaT@HLILTey B bOLMILbeIED]
B15H|(HHES CeussiBLd. BbS BHLLILILL STEVSHSEnI6T JHMILSITETT HLog) &)U HesTenLomu
Fomales jevevg Bl Comeusemenll LTsHs QFuiw S5 bS GJOMILSSEEHEE THIms
amdlasalLd Blg cugdsamends GammeuT. BHIG sLLBDDaISE Lsangmer Bl eusdlser
sreTILI(HSleSTmenT.

sLILGDHENIS @ LetTengmen Bg sugdlaeir supmi@Ld GUITE) UL & Falgul G)LTE6T :-
(). by QFeveuresl GLTeeMTer BTawsiw WIHNH AIHSHSEMDL, GUNILS SDésLD
SibBlW BrewTws S HUUTEH (Flev BrHsaflsd) GUTaTmene.
(i). Gasr@ELiuToyEmTL QUDDIG CBTeTeSEL HTLOBLD.
(ii)). GeusflBTL B suriSlsaflsr (Bné@Ewdlureriler surid) Gxrevel, sukiEBrmsHg)
(iv). euTSHs GLTHeNTent
a. uTRIG LT 6umI&HETTH G DML 560
b. @lips S niensssit
C. ghmiog QaFuutiul L QUIT(HL &6 gD LoMIsHSH60
GuraiTmeuDED GO eVTLD.

BriLgs sLLGDHDIGE LsTagmer Big ausdlsmers Qumid GUITHL® eHmIOS)
S OUTIERIEE6T euBISIB6ILLD FLOTLINGED GUTE) URISIH6T Di6ll 2 eIETERIGEET HSLOTHS
CaTHHE DieLevg CaTeTeueTe QFUIFH DIUTHEHHE LIGHIDTS 6UPERIEGLD. B ghmiod),
BIEOTWLS HI9HSHS6 SIpT D6vevg S Led (pempuleor GLib CQUDDE) aTaTLMmSL QLTSS
Slemoubd. &G sLILBDHDIGE Llatamer BiF eusd) seug QUHLLUTID gHmIod)
S OUTIERIEED6T & THNE CBETHSHH60 (B HewThB CFuigHsed aTMID snpliLBEETDE)
3l6L6g| GisTeTeussTa] GlEFu1%H6L 6T6TLIGHWTGHLD.




ObAIIBIBNEN @BLDTNMDDH ABTBHHD DIVEOHI
asmaTaiana) / sufa) aFuiHed
(Negotiation of Bill or Purchase / Discount of Bill)

ghmiogl BLbOUDDaL 6T DSHEGFIL L eueTRIGmaTS SWTT QFuig) ghmiodlumenrt
gl euRSUILLD enswelluTT. gohmiod) Breviwsd sysHSlar Sp B CUDDTH DibHS
gOOIDS  BTENIWS BHYSHMSUD LoUTTRIGEHLET  FOTINGEES  CouawiHb.  eumidlser
SLOUTIIRIEED6T BTG HYSSHHILET UG FHurTdHgl eeveord Fflurs S(HHSTeD
SLEUTITERIEED6T  SBLTHN GUOILEDU HIOG EUTIYSMBWTEN(HBE, OUPHRIEGD. GHMIOS),
BIEOTWS S9SHHeT S1p B LbOUDTEILLTE) UL 65T CUTIQHENSWITET JHTEUG QLDMHIES6IT
Qauig) Gamesgmuiier (Arranged Limits) Sieupdlest S o1 euemimisener QaTaTaussey QFuig)
QUOILSEPW  AITYHMSWITEN(HEBE 6UPEIGD. LG apmGL Burg bHS goHmIod
QBTLIUTS eUTIYSMSWTETT goToug G QaulsLear QUDDI(HHESTE DeuDHD GuL IGUIL 63T
apal® OGeuigall @ VlEdowlu aTYsmEsWUT(HS@E MPERIEGL. CQUTSTS
FOOILSWIT6N(HE @ eumid) QUITHCFUI &L 6T usFSlesamen epmiE QFuiyw Curg gmHmiod)
S OUGTTEIBET HSBLTHY CBTHES DIV CETeTeuare CFuig CaThds Ggemeauuwie
RUBIGSmeTU|D QFu1g) CsT(H\& &6 6.

FOMILS) Y IETTRIB6N 6umIdSlBafleTTed MBWTETILEHLD (LPEDDBET -

(i). Brewws HYsEIGETET SP UDTFULILILL L aumESmeT & THDH CaTHS %60
SV6VG] BT IS GIFUISH6.

(i). Sglred pewpulleoren SyeuemTmIBmeNS QaTaTauaTe QFUIHN eV BLley

GFulsev.

(ii)). gosaGa HIlLaEsTs A@ULNILLL YIRS EHSE 0SJTe  (PHLIGTILD
GULPBI (& SH6V.

(iv). @uueL oguiuenLulled (Consignment Basis) @igiuiiulL  QUT(HL &EHE S
(PDHLIGTTILD 6ULPMHIE)S60.

(V).  SLouemimisemen aupmIGL eumdl  Sevevg 2 mISILGSSW aumidleE e
SVVG BITLLD  DgliuewL  erefled  eurm@ueuflel eumsls @ e
SlsuTsafLL(Bbg OBTHLILIETE| S & SGID 6UTIEH D& WITET(ha E) CULDEI S 6.

GupanPlweuppled (i) Garréswd  (iv) ausmgulleomerensy  sLLIGLD DS G
Uerresrgmen Blglousslasefled SLmiEGLH.

U ERIBEHS BT QaThliuaieyser GNss srulflearflLslphbe SisToug
B s&eT ek Qur@Lsmer autm GCurTlLlBha dorss o LGarGu
slLBGppes@ Ulaiargrs epmsiulL Bl$ ausdlsar sipailliiured  GeuswrBLb.
slILBGDDeIs @ Uetengren Blg ausdseflar Smwus CFaSHSId STeD HTEIWS H195
alPlsEnsE mbw Sevevg 2 miF COFUIS SLLMMSEHHE W & ToTeTbslILIBLD.

2_STIEIoTsS SEUTLGID CHTOSSILL GousTigul BITewTws SgsHLd 6Teflsd 2 SlPEnLd suenyuLD
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HOUHETT  (LPHD  BTENTLSSHYHLD 616160  BHl6D FapLILLL  Hounewis SIS S DS
SIHOATGLDLIQUILD S(HLOLF CFNISGID STEVLD &ToTelsaILHLD.

3165 BuTeBea FlyiLed  SglinenLulled, CaTHLILETAIDE THITTET S EICTTHRIG6T
6T6uT60 2 EPEHLD BUEDTUWILD, JDMISOBTETETEVIHE) THITTH L EUGTIRISET 6T6uT60 DiHled GHMILILI L
BTVHS|D (@) SIEMLOEUTHEYLD & TLOT6ESBSLILIHILD.

2. BDHSGIDFBabHBTD BBuUfL6d - (Import Financing)

gOMIOHH6T @H BTLIGDE 6T6UeusTey (LPHELILDTETHTHe6TNCHT % GuUITEI)
B&EGLHBEHD WsaD (PESWLDTETMmUTEGLD. @ BT ST BT Iged QUDHMISGSTETET
(PYWITH ieL6Vg BUTHW SeTalDE SlewLsars QUL a6, CFameusenst Gouml BT(HS6IM6L
B\BbHS BDé&EW0SH CFIBH Hg CHemeusemeil LTHE5 QFuw GaussiBLd. SLILIG GDEHEGIDS
QFLIWLGHL QUITHLB6T, BFeneusEhEHE T 2 eUTTERIGET GDHEGLOSHLIT6TT6 suridbls @ aubg)
BaThasId ST JupPlhGilu CasrT@luaaysmerd CFIBs opeusuBiGme GO
QuTBLBmT S UFLILHSSE CaTatereord. SiiLg GaT@HLiLeTey QFiw BlF CuITETLOM
B HEGLCoumeTBaNEL SeuTH6T Hogl eumdlseibd BiF 2 56l GasrmeuT GULguiTest
FhSTUILRIS6MNE aupmIsILIHLD HlF eugFHsCer BnéELdlssmear BSull e eerin®Slaimg).

URIEBT HLOG EUTIYSMSBWTENT FTTLIL SlenLSEGHD BDEHGS 2 eUTIEISEHSESE)
FLOTE OBTENBMUIS SLEITS 6UPEIS DSSELET cpsod QUDLLGLD BlSlewwd CoTesi®h
S OUTITBIBEHESTET  QEBTHLILITNeUF CFISHSIFIDET.  UTIYSDSWITENT  QUIT([HL S6n6TLI
Qupm Seupdlesr allpuene cpeold SewLsED BiSlewws Qsremih SLenes eueuIGLITS)
FmousF Ceaisgiau. cpeolt QUITHL sl GnsELSwrullsT Saubemm (PLYayrIGLITHemTHS)
alpm sLewes  SHOLEF CFasgieuT, HsammGoBw GuTgauTs (et QUITmHeT
B&EGWLHGE 3 TFH STEVIPD, PELIGLITHT SDEELSHEE 4 1OTH STeVIPL S(HOLF
QFISHSID HTevTs aupRIBLILIGSETDeT. Fev alGFL FhHaT LRGN Beneu 6 LOTS ST6VLD
ouew] HlsFEs LGS SIDET. G)b BLAIGSMBBET GHNISIL SHTVSSIMUT (LPLg6HE) CU(HEISTE
B\enal (GMIBISBT6V &L 63T m&ﬂasmrras(%a_l gmm&ﬂaﬁgmﬂ.

B&EEWLHBEHEE HIF aurdlser Siafd@b CUTE) auridlssT LeTabHd JIbFRISmTES
B(HSHle0 GameiTem GoussiTHILD :-
(). OpsGLHuTGL CuTHLssT ety &TeL Bl Geuelulled elpalil® g6t
QumILd BD&ELEWITEN(HEE) HenL bETDg).
(). BDEGLSWTETHEE CLIT(HL ST CULPHIGLIUT SL 6T gL ILIeHLUI6 supridlujsitermym?
(iiD). oy sLer  SugriuenLulled  aupmIEUNBHSTL DEBLET BTeL  B)ewL Geusilulled
Bwé@wdlwrerflemed QUTHL 6T allpasliL HelHLom?
(iv). BpsEwdurert GsT@md sLellpaTer HHULUF CFISSHID STV  61606M6V
2 _eienowmsGs BUITWILDTETST?
Guely eI WkiBMm6T SYTTUIHE ANSDCBHLIG Bl susrdlsemer supmis GoussiHILD.
auTydSenaswTerflesr Blig evdlrsseaimp, sLbs s QFEuDLTHS6T, QUITHL ST H6iTenLo
BUTEITD SIDFBIGENETUILD SGLILIHLUITS 606USHS) &Lpau(BLDd eudl(penmsailsd G @ELogsHT 68t

GOIBISBTEVE BLUTSH6IT OUPTRIBLILIHS SITD6DT.
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(1). oewLeys sLer - (Pledge Loan)
(). plsmes FIHs sLer - (Trust Receipt Loan)
(iil). oiewLomed sLewr - (Hypothecation Loan)

SanLayd sLar - (Pledge Loan)

AITYSENSWITENT LISHD SLen6dh S(HUILE CFaSHHusDETE GLT Hlsb ererm
amdl  sHSID FHSTULRSANSD OQUTHLSEmET Lmeansiwrs  eubHg O  SL6IS6T
aUPRIBLILIGEGTDET. DiBTeug 6HHL QUTHLBEHSE THITE SL6T eupRIBLILIGHSETDCSHT
SbsL QuUTHLssT aumdluler sl GUUTLIgET & S(HSEGW. S QuThLssT eumidlulet
BeNMEhF  FTemeoulled  DI6V6VEI  UTIYHMEBWTETHT  HenEhdFll  FTeneoulled  sweusSLILIL (B
aumduler sl EUUTLIG Semen B(HSGW.  pemed  Qumplaeflesr 2 flewowimenyms
auTgdenaswrenTCy S mULTT. DBTeug QUITHLBET OBTLTIUTET 2 Fflewd EUTIgHMSWITENIT
GQuuwifleb, 2 Lenwo aumduller QUi GHEBELW0, BeTehdw Freneouid, QUIT(HLSEHLD
(WeopWras sTiLMIEH QEuuiLLIg(hEs GauasiHb. WL absLaTE6T  CFMNISSHLILLTLOM
Al Lmed @ig Guyuilwed @ooors (Civil Offence) smasLILLG® GYuilwed FlLgHear &b
BLAIGEMS THSBSILGHLD. B)& SLTSH6 aupmsILBLEUTE QUT(HSSLOTET (WpehHleny suflssit
SleuaIGLITE el LLHLD.

BDEGBGHTE DML 6S HL 6T 61611160 BMEHEIOH DY AITIERIGET CUTIGSHENSWLIT6ITl6H
amdls@s SmLGHaHId e Sy euemmiseilar QUDILSEE MLaE LT LSHSIThismenT
UTQYEMSWITOTT  LTHS OQFiig eukduilid  eswehiuTT. aPRISLILGL SLEST  (LPEVLD
BDEGSH S AITIRIBEHEBTET CBTHLILETE| CFLILLILIL () S eITTHRIGET aUTIGEHEMSWITETSILLD
MBWENGSLILIHLD. DL OTTRIBmTE CHTEHI[H CUTIYSHMSBWTENTTed QUDUILGL QUITHLS6T
2 LangqunaGa aumduller sl OUUTLIGET S mausslILGWD. LIT6T aumigdHemnawmeTymed
QesSsLILHL CaTmsadsE gop MEHSTETISHSd QUTHLBET  6UTIGSHMSWTET(HE
al@elsasLIL@LD.

FOMIDBBEHTE DHLOYSHL T 6163160 JHMILLSEE SWTITE G)(HB@ELD QUT(HL Sen6r
aumduler sLHUUTLIGEY  dHSSHE CEBTEHIH ITYSMSWTEN(HEHE SL6T UPHRIGLILIHLD.
QurmpLaseier QuuoHsE sLaT USSTRBST QUDILLEH SLET  EIPRIBLILIGEETDS.
aUTYSemaWTenT QUTHLsmeT gomiod Geuybd Geusmsenulled SieurTed CFNISHSHLILIHLD
OaTmasCsHL GUTHL ST MHeNGSILGHILD. DIEVEVS FDMILS) L eUETTRIGET SWTFlBSIILLH
aumdulLb emswellssiu@Gn Gurg QuTHLasT MlHGSILLEH TOHMILOS DL EIGTIRIGENET
MBLOTHDHEL CFUIF DIeVVG) Biley CFUIg) umid H6315) HLewesT DI (Hd QBTETEHLD.

ML YSBLGTHET eupmIBLILGLD CUTE Sarehdlw Freneoulsd 2 eter Quim(pL el
QuIdluyd, sL6T OFTmsWLD LFGMEH SN FLOTES 2 _TETSHT CT6TLINS CUBIEIB6IT LITT 685
Qarertened GeuswiBd. eumidlsafler o earafliiuTer seualliy W& (PESSEWIDTEISTGLD.
QurBLaer sumduler SLGHLUTL G GBHLLSTEOD SLaT CFSGSHILLTON 6L LI LT60
2 L amguitaGeu GUIT(pHL 6T eumidlulesTed QUTMILIBLDSBE FnlgUISTS 2_6iTeNg).
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BIbIlbanad FI B sLar - (Trust Receipt Loan)

ATYSEMSWITENT LSS SLOTH SH(HOUEF CFasgeuspster  GLT  lsayd
GmpeuTeng  eeim  umdl  BHFHD FHHTUBSBT BULOUEmesF FLHS HLeTS6
aupRIBLILIGESIDET. bl QUTHLBEHSE 6HITe SLTSE  aupRIBLILIGSETDeTGouT
SIbSLOUTHLBemeT sumid Llenewmiunas Heoig sLHUUTLIGE dOSHE GaTareuglsvensv.
QuTBL 6T suTgdensLTaTIILGLo QUL S&LILGHSTDET. JHTeug ! BLOLIGmaEF F1([H SL 63160
QurBLseier 2 Leno aurgdenaswmery GQuuifletd 2 flenw sumkidluller GuwIflepd B)(H&ELD.
BBDBTS  UTIYEMSWTETT  STerT  suBldlulled sLemall QUDD OCBHTMBEGHF  FLOGTTE
QurBLssmer BHOLIGmsWST QUL STeT mausSlBlLsTas @ BoUsmas FLH (Trust
Receipt) aumidleE @ar@uumT. poUsmas FLOE sl aupmslul G 21 BT s6rfaism
srenflliudluss Sled  men uSwiuL  CoueTH  eaaTug  Wsaw  (pé&lwTe
BaemaulIUTLTGW. BUsmss FLHd SLEIST SH(HOUF CFISSLILILTION 6l LT6D g
GDelwed Gmoorss (Criminal Offence) sHSUILLH GDO6NWE FL LSS Sp STEUsLSIMHD
ELPEVLD [BL UIGEHMES 6T(HBSLILHILD. QUIT(HSSLOTET (PSHSHlen] 6uflesit eerGIeuT(h SL 68T AULPHISBEO6HT
Gurgid SPelLiLEWL. GUITHLSEHD, HEMEHF FTMEBEHD (POHDWITHS  STLILDIS)
Qe 1g(més Couer(HiLd.

Boé@wdssTar BHLUGmSF FLO HLOT 6afled GDEELS D eUTRISS
UTYSmasWTETSET uRlSEGS SMLSHHID e BDEEGLS Sy aemmssilar QUL EE,
BOUSmsE L[ SLATUSS|JRISENET 6UTIgSNBTENTT L THSHOFUIg euBidulL b enawiemiiLimT.
QUPRIBLIHLD  SLET (peD GDEHELOS Y euenImisEhEsTar  CaTOluaTe] GEwiul ()
SLOUTIIRIEST  uTYSHESWTETIILL  ensweldaliLBeugiear  GUITHLsmarubd  SjsuenyGu
aBS8IF OFevev Sindwefssl LGS ang. it QUL seilar alhLeneT peold dlenL d@Lb
BT eLpevLD 6uUTIgEHENSBWITETT Si6ueuLIBLITS) SBL 606 L 6MFOIFaISH G560 Goussit(HLd.

gomiodlsarer BUsmas FI 6 GL6T 666 gonIdls@s SWUTITE G)([HdELD
Qur L seier QUOILLEEE SLT LGS TEIGAT QUDUILILH SLET UPRIGLILIHLD. gHmIodsaflsst
eLpeVLd EleL &GO au(hHEUTUT6) BL T CBTENEMW LS6TF QFEVISSIUTT. DGV FDMILOSEEST 68T
S EUETIRIEST HWTlEainl ® eumiduilb ensweflsasiiupd GuTE gHMILE L eIETTRIGEH6T
MBLOTHDHEL CFUIF DIe0VG Biley CFUIg) umid H6515) HLewesT DAL (Hd QBTETEHLD.

BOUGmBF FI 06 SL6ET GUDILD UTIQEMSWTATTS6T SO LD 2 6iTer cumidldbaL 631
eeold Gupri’ L Qurmlseflar Gupiodleow Gewmidls CHTEIIL ST igliLenLulle
SleuaIGUTgl aumidleE CSHUILGSSH Gousi(HID. CURISWITENTEEHLD UTIQHEMSWITETSILLD
GFaim Seupenp URFOGEH FfluriTéds Geuswpid. QUITHL s sumduller sl BT 1960
BevergLIgUITE 2 ereliiiLmes Seusniyb, uflFedliyn Weabd wadlwwrer el wiorE@Lb.
sL65T H(HLouF CFaISHSLILILTLOE el LIL L Ted GuT(HL e sumidluller 2_flenoullsd G\(mLiLSTe0
e16UBeuemETUIEVILD GILIT(HL B6M6IT eUBISILITED S(HLOLI 6T(HSSIB QBT6TaTELD (LPLGU|LD.




omLwnansd sLaisar - (Hypothecation Loans)

BelleUenEdS HLEIT AUPEIBEID DL YBBLET evevg BOLIGmaF FLEH BLUTSH6H
GuTeTm PeuGEUT(H HDE&ELS), TN HEHEEGL HCH CHTMSHSHE, HallsHaNs HL TSNS
aUPRIBLILIHAS VM6V, LOTDTES aITYSmasWTenflear GoTss HDéELod), gnmiod  Liysieyss,
SNGUTHETG| B8 [5l60606MLOBS6IT, enl LTETenID 6T6e0Nl60 G)WIdh@BTH6NET HEHENLOSET, LIBISHIT6TIenLO
srefled  LmisTeflseilenn Haemossr GUISTIDAIDODS HHHHD CsTewi® @ OCTHSS
OaTenas@E (Bulk Amount) &L 63T 6160696V & MoMeNGaBLILIL (D SL 65T DI SFSSILGLD H)daeL 63T
QaTemsdE SiewLiomer (pol (Deed of Hypothecation or Bond) g6 surigdenasuwimenflesimed Blenm
CouppliLBID. Y 6eoTTed BiF5 CBTemEHE 2 LGl SL6T aUPRISLILLIOTLLTS. bHS (PLDS
OaTemnas@EWTea (PpHSemy aufl (PpHeICBW Wl ILHLD. cuEIE EUTIYSEMSWTETT 2 Dey
(PEODEOW SIGLILIDLUITS 0SS BE SLOIHE Lneniwinsg SUb@bTE6T, LIkisTefserer
2 _SHHIUTHD Sevevgl CFTHSIBH6N ST FH GUDUIULEITD. B& HLeTseT QUITGIITS
Gl LTEUITE0LD, LIBISTEWTENLD 6UTIGEHeNEBWITENTS(6ETh5 8 upmisLILIHS sTment.

BD&EGLS UTIQEENSWLTETT 61631160 BN EHLOSHBTE DY EUGTIRIBET Di6UTSHI 6UBIHIHE)
LSO bs eusimsellar CQUOILHEE, (WPaTy BlepGauDDUILILL  SeDLLOT6
wpoullenesrs GO ® (Reference to the Hypothecation Bond) @ 2 usLer Gsmflésnasen
(Sub Loan Request) el@uunt. @bz 2 usLer Garilbmaullst OsTems BD@ELoguUllet
OBTEmasWTS B)(HEHEGL AICUTS eukid (et Sk SFlssILLL T60emeVUI6T &Lp DIBHBL 6068
aupmidl  BDEGLH Y euTRSEHESTET  QBTHLILMTMEF  QFLIWD.  6UTIQEHENSWITETT
QurBLassmer Qupms OCaTewi(h elhuemer peld HoLsGw BiFHulenmed sLenes
SsuauIGLITE H(HouF QeFaisgieutit. SenLtome (pHulleT (s CBTmSEEGD (PSH6dGGW
(W&HlewT sufl WL LILL HETETHTeD 2_LI SLTSEHEE (PHSenT sufl SImaIL LILIBHsuSe0m6v.

gOMIDS  AUTIYSEHBWITENT 6Tesled gHMILSBE SWIITe G HBEGW QUIT[HL S6rle
OQuOILSHEE 2 U SL6ET CaTilemeamul (PTENEULILITT. HLETS6T (LEITL| b &flbain L
sreemevUIelT &1 euPRIBILIHL. gOMIDS eIDLIENSITISEET, DLV FDMIDS! DL EUETIRIBEN6T
aumid ena THHE QBTHEHS LG Sla| CFuIg CBETHLILIGET (pevld SenL @b Bldlulest
CLPEULD &L 6BTH6IT iUl IGLIT S| Sl(HLOLIF OFISSILHID.

BEaLafed sT61uGameTUIID 2 L1 BLaSTEaNT (Lp(Lpd CBTens Db &flbsLILIL L SL 68T
TEVEMEVEMI LSDTLOTEY G)(HLILINS cumidlEeT Bouailsgis CoTeTEnsed GoussiihiLd. QLIT(HL S6iT
auTgdenawmenT sl HLUTLIgCBW GmuusTted Gumplseflear esulpriy FbubsLoTes
SGemasst  dywwrer  (pempulled  mdlEE aTgsamawTenflenmed  FTUEsIILL [
amdlwred  oemen  LflFEGSILLE BB, QUITHLBEHD BeTEhFW  FTED6VSBEHLD
(Werpwras sTUUmIS QeEiuitLed GoussiHb. sunidlseailear o arefiiiumer seuafliiy Wasaud
(PBEWOTETHTGLD.




SiwLeybsLab@d (Pledge Loan) pollsemas FLhs sLaub@n (Trust Receipt Loan)
BevLulevres @DmIeHLD, GeuDMIEHLOEEIT -

RDDIENIDSHET:-

1. GG GHMIBISTE0S SLOTH6IT.

2. BUeuiHbd BDE&ELS! HMID GFHMILDS) CUTIGSEDSWITEIT (T () CULPBIGLILIL 6OTLD

3. @auGeum(h ghmIns Sie0eVE BDEE LSS CHTENSEHEGLD H6vT5H BTG SL6IT 2 EUETTHISET
swrfléssliul (B SL6T auphISLILIGSIETDS.
ByewTigevid (S Hleny sufl G aflssiL 6o GoussiHLd.
BIETgevId QUT[HLSEHLD S6MEhdFl FTENEVBEHLD (PEDDWITHS STLILMIS GFuwiLiL6d
GouessT(HILD.

GaiMmIMLDHET :-

. ooLeys sLealled sLal aupmslILILG QUITHLBET TYSmBWTETIILLD enaweflsas
LILTLO6D 2L 6win suriidlullest s BT 1960 G)(HEELD.
BbUGmaE FLO sl SLeT eupmSLILULH QUT(HLET  euTigbemawemflL G
RUILIEHL SSLILIL (D) 2_L 6D 6UTIGSMSWTEMFILLD B)(HEELD.

2. SIdL6YS BL63E QUIT(HLSETEI 2_FlenowITenyTe eumgbensUITeNT G)HLILITIT.
BUGmaE 10O sL 660 QUIT(HLsaflsr 2 fleniowimenyms eurid G)ma@Lb.

3. oenLeyd sLar Guyuilwed FlLsdHar S aumdleaing HpusF CFasSTeIl LT
GUQUIlwed  BLEUGHENS 6T(HSSLILIHILD.

BOUGmaEF FL(Hd SL6T GDDallsd &L SSler S1p aumdlaing Slmoud CFaishsTealiged
BTN (LPEVLD BL LGNS 6T(HEBSLILIHILD.

4. SMLGSLAT  aupEIGL BuTg Gaum GLmsallsd ey Qi GeussnguiSlevensy.
BOUGmBF FL(HG SL6T supmidl 21 BT &EHHG STaniiuSeussdlsd LB 6D
GousTHiHID.

5. ooLeys sLafld Hmwus CFassd Osrmsstspn aldsramysdled QuTmLssr
aGelss IUEID.

BbUsmaF FILHS sLeaflsd QuTmLaseiler albLemes epsuld SlenLsaslLBiD Blglullenme
sL6T H(HoLEF QFaSS LGS ETDE).

6. SIMLEYS BHLET 6UTIQEHENSWTETT LIS SH(HOLF CFSHHUSDETET BILT JHBTHEH
sTenT LB GUTE) aupRIsLILGESTDS).

BOUGmBEF FL(HE SL6T UTIYSMBWITENT LSS S(HouF QFaisgausnaTear LT s
GODAITES STErTILIHLD GUTE) auprRIBLILIGS ETDE).

D alleaniT HTanID H1pSHIG6T - (Domestic Letter of Credit)

gomindl BEE0E  BLogEMmBHeMN FOHUGHL  EUTIGHEDSWITENT S6iT lov
FowmsaNsd QUTHLssT Fevaupenn 2 6TBTLIgCNBW suThidld QBTeTem (LPIQUID. DIEVEVS)
2 puSHEE Cohemauwrer Goum 2 Ll QUITHL ST 2 6THTL 1960 auTmhIS GoueTigul(HEELD.
Bb BLOYSMBHEHEGD JNUTHEHHE BiF CHmALILBL. ws ST QBTHLILGTETS,
(PEITLIERTIONS  DIOUTH6NE) GUPERIGBISEHHE ChIQuTs auprsGaesigullhéE. Hemss

@®



saTLLgsHaTECMm aumdl g euTgsmaswTeny  Frilled QUITHLSEMET  EUPEIGLD
QUPRIGBTHEHEE 2 6MBTLH BTG H9F5  (PED  JaUTEE  QaTHLILETENDEST6
QuTIIeoL FHMISOBTETEHD. BbH 2 aTHTL(H SI6V6VG 2 6TeeTHT HITEIWS SHLYHHBETLILG
QUPERIGHT QUTHLSMT  aupmIBI.H, GuTHLBMETL QUDMIECBTETLMFILD  DIBHToug)
sumIGLsuflLD QuTBLsemeT QUDNIBEETERILSDETe LDMIFSFLH (Goods Received Note -
GRN) geitenpll QubHm OsTe(H), JSHSIL 6T ellenevrill 1guieneould CFTdg) eumidld@, supmiELd
Gurg  BTEIWS &Y Bubsmersst Fflures Gl aumduleamed Qsm@HlueTey
QruwinGw. GmiE Qurmlasr eupmsiulL HatarCy Gsr@luere GLbOUMIEISTE
QUTIYSENBWITET (LpeiTentGy QaTHLILIenT6y OFuloug) HalToEsL LGS SIS

eI :- &.Cuazsraar. AIB
BeweriiurPl FCyagL (pasTELOWITENIT,
B6VEINS 6UEIS).

By :-
T.JESUTHASAN aiB
Retired Senior Manager,
Bank of Ceylon.

sl Hevgurer] Gevmiens aumdulled GDéEd, ghmIod, WHmID SLEOSLHS
amdls Gremeu Lfloysefled Lewllurddl 30 aupLBISEHSEE Gweors &FiauGsHs
TS5BS BLEUQGHMBH6NED SenILiouDd QBmeniLsuj. Gevnmiens eunidluller amluiy
LUID& Blewsowid, Bevmiens sumidlumen Bleneowid, B)evmens oGS sumidslullest
auLlprdlw srilwmeowd, gomind HflelpsHleaamu Gusinm Blnisuathissriled
ausmeurengraseaywd, eflfleyemgwurenyraseyw, vuflpmellliurerymeseyw
SLEnLOWTDHOISTDT].

OBTLILISEHSS) :
waWLS& OHTemeoBL : 077 374 6600

Weremehasv : jesuthasS@gmail.com




IMBISUNUIED ASTLITUTST APMTLILY
PHBHBaBID, FLILU Lfle)banib

RIS UTlUIE ABTLTUTET WM STLIL QIPHBHBHET

LW sersamae S TbLls@Ed GUTEI (Lps6d eneulienLILs LIsTToT s eugelsdl Geuewt(Hib.
Harding VS London joint stock Bank Ltd (1914)

(e16flemild STBEFTEM6V PTMED, “BENL (LPENDE H6TdHE SMIILSHOHE” CULPHIGLILIL L &) 61631
GDOIIL 1S 1QHLILNGT (LpS6L 6uFeneu STGEFTemeOWITELD cuFaledlL (LpLguiLb)

aumdlwreny, eurgsmaswrerflar LesSSDE @@ BoUlsmars QUITMILILITET]  Si6060
(Fiduciary) syevimed Gemimdls QameniL alghHled eneulibeEhsE eunidl sul1genuiF
QF5Hs Gouetsi(HiLd.

1. Foley VS Hill (1848)

2.TSB centralboard VS Vincent (1986)

sHLULSSDE, CeuallCu G\HbHg CHTATmT DIGHSLILILL LIGID 6ITIgSHenSWIT6 68
LIGWOTLD 6TETMILD, S(HLOLIL SHlEnI6T emoushg Liswid ol HiGL eumidlullest LiswTom@LD eTasmiLd
STESTLILILL G

Balmoral supermarket Ltd VS Bank of Newzealand (1974)

aumidlwreny Grsflud sré@ sLrium® (Bankers Duty of Secrecy)

A. aurgsemaswrerflar sewd@ elugd GauefiiLGSSULLLE e FHlulsd eumid
QuIrmIiLTe GoussIHILD 6T60Td &TeuTdluig).

Foster VS Bank of London (1862)

B. Speumd  eupsdled GHHGs eumSlresg BrelE FhoIlLBISeTs L HLWD
Braflusms GeusilalHeug) BUITWILLTEULOTET QEITMI 6TEIT (LPLG6SE) CUbSH 6] .
Tournier VS National provincial & union Bank of England Ltd (1924)

(BDBLUTE umIElF &1L GFenTed H(hHd SiemodbaliL HisTeng)

C. uT&EESWTET] @(HeuJ LTFHITOTET GDoelwed CFwmesd CFuiusts FblsdlHa
QuTedlFTiy s&eusvEmen CaHm(HLOBLITE) sLemouller Bidlssd GeusilliLBESe0mLd
1. Barclays Bank VS Turner (1989)

2. Initial services Ltd VS Putteril (1967)

D. auTg&emaWTeN] &euibdlensst epigul L6 &nl  eumidl il 6uTIQ&HENSWITENTT
OaTLTN Bysdlwsseaienamu Guesii LTgisTds Couest(HiD.

Thornier VS National Provincial X Union Bank of India

ouridls Fnpm (Banks statements)

A. amdld aapbled smid Herg) Blenevenws THOETED, aukidl GeleuTn SaMmISEOTS aT6y
MeusS OBTENBEMW L 6Ta LD GQLID(LPLGUITE).
1. Lioyds Bank Ltd VS Miss Brooks (1950)
2.Skyring VS Green wood (1825)

GOy



. BUTIGEHENSWITON]T 6uRISld FnpHmIbaEenst LIflF svenent Geuiw Gousmiigul sLLILITH G)60en6v.

1. Chatterton VS London county Bank (1891)

2. Kepitigalla Rubber Estates Ltd VS National Bank of India Ltd (1909)

RISl anDOled BTesiT(H 6uTy STeVLILIGSHB@G6i LIflFsvener Qg Seupmest Ligleyssit
BmHbaTeL Ul SaeTSSDE JAPWSHST CeussiiBLd 6TTmID, HSTCMEL FnpHm)
Fflwresigy) 61681CD SHBLILIHLD 6T60D 6uUTEFSHLD B)(HHSTVID 6ukISlS Fnphenm LiflFlevenest
Q&% SNl GeusTtTgul SL6HLD QUTIQSENELITET(hHEHE) B)6V6M6V.

Tai hing cotton mill Ltd VS Liu chong hing Bank Ltd (1986)

amdld gapdled HoumIEmen S QEBTL (HOUSTS UTIQEMBWTENT] JDHTC6 6115
CLPEULOTEN @(h RLILIBSHMS URISWLL6T gOLOSSHE QBTERILTed aumidbld Fnhenm
L& svement Qauiwl GoussTigu L 6HLD 6UTIGEEDNEBUITEN(FEE 2 6u8T(H

Coasmat Singapore Ltd VS Bank of America National trust & Savings Association (1992)
sHOLTMSW MJSSH5H HILGSHT D(PSHSHBIGET STJEUIOTS 6URISS FnDHEnn
2 MIFILGHEHS Goussinguw SLLILITEH 2_6DLWOILIUJTES 6UTIQHENSWITOTET SHT6suTLILIH
dlesipmes.

Collettes limited VS Bank of Ceylon (1984)

uesrsQsmHrueTey Blimssn (Countermand of Payment)

A.

aumidl erIGUTIpGID BTBFTemevWIET GOBTensullsd Dj6v6v, TDTE BTGFTEMeLUIEH
B6v&555HB0BW HRISUNHEELD.
West Minister Bank Ltd VS Hilton (1926)

. OooL Blmss Sileldse0meng) sumidlullest enssEThsE ChIuITES SlenL s Goussti(Hid.

Curtice VS London city Midland Bank Ltd (1908)

Sobs sTCFTMm PETMIGE B(HLLILSSHET 261 16 LIISSHemeansd QFasbHId aueny
Gar@liuselensst Bmiss (pQUD. BTeuEH OCBTHHEGD HWID  6UMJHELD
Qar@HLILeTelenaT Bmiss (PIgujLb.

Chambers VS Miller (1862)

SiIeevs  CBISSlET LT  BWTWDmeT  &Te0  6T60MEVSBEGHT QBT HLILIGTEn6
Gom G T6saTLT6L LITGISTLIHL QLIM(LPLQULD.

Baines VS National Provincial Bank Ltd (1927)

QaTHLILTS BnSSILLL STCFTMeVEE aumidl Lswid CFaGHLGUTE DSl
QuuietuiLd (Payee) SBHESH SIWNGUSDE BHOSDD DeOS  aupBISLIG.
(Qumie Beg Blenevenw THHECBTETETANVMED FTBTLIHTE LIswTSHeng LO6emIGLID
PYbSS!-)

1. Barclays Bank Ltd VS Simms (1979)

2. Commercial Bank of Australia Ltd VS Younis (1979)

uUTYSemaWTeT] 6hs eumdulear 15g &TCFTeme aumIdlapTCIT ibhs eumidls
SewensBs sTGFTMe BLBINISSHHmS SiPlellss Goussii(HLd.

London Provincial & South Western Ltd VS Buszard (1918)

augGeupumenflLid  (Receptionist) &rGsrensy GeLBlnsssms  sidlallliug)
GUITgILDTEITSH606V.

Common wealth trading Bank VS Reno auto sales Pty Ltd (1967)

G



10.

11.

12.

13.

GorFIguITET 160608 kIS sflssliuLTs s (Forged / Un authorised Signature)
A. @ auTysemswTenet Hre &TCFTemeLUTsd m&EGWITLILILD G)L660en6v 6T6ITmI FnplerTTed
Uil QUITMILILITELD.
1.Bank of Ceylon VS Kolannawa Urban Councial Ltd (1949)
B. sL$s0 Gasriurlign@ (Estoppel) oemww sumgéenswmery QFwdUlLTed eumid
QUTMINILITES T LTS
1. Green wood VS Martins Bank Ltd (1932)
2.Brown VS Westminster Bank Ltd (1964)
C. gl (h& SWHS QEID6D, WHDEUTSHEHDLW MSQWTLILGmS GCreFgurs G L
BTGFTMEVEE, oumid) QBT HLILETm6 CLoHOSTEIILTE) QUITMIILITELD.
Jackson VS White & Midland Bank Ltd (1967)

amdl  gaar  Smensar uleid  Ff  Ssueumduler  GeusfliBrHsafed 2 _sitem
Sewensenmulenid  &fl  oiESlewensst  @aiCeutaimd  sefllsails  dmensarraGeou
&(HSLILHILD.

Prince VS Oriental Bank corporation (1878)

auTgEemaBWTemlerTed emeulifled Gl L sTCFTeme STeDeaULIToUSDE (WPT JIHDE
aBITes STCFTEMLMW sumBHHTeL GUTHL 158 BsvevTHall S5 sumidl sTCFTEMeVEMI
Slmlueomid.

Bevan VS National Bank Ltd (1906)

2 _wTIQUIEV6TT (LpELILY 6T6HTLIZ SibS 2 6uTIQUIeVleT B)(HLIGSS S eHTUILD 2 _6TeTL &EHLD.
Arab Bank Ltd VS Ross (1952)

sLATULCLTIG@D LT CasTHHCHTaIGEEGn HewLBWw 2 er 2 paybd, eukidldELD
2_ewrguwsnev GismeTeussia) GeuiLahEE@GLD @enL GuiujeTer 2_me b GeumTereneuuT GLb.
Mathai and others VS Palai Central Bank Ltd (1962)

A. YIeslLGSSLILLTS STCFTemeVEmW LOMILILISDE) 6urielsE@ HHBTTLD 2651
Commercial Bank of Australia Ltd vs Hulls (1884)

B. dlad @LULLTE s18aTemsy gadlenet seusbdHmLiLous Sadlulemer GG Byl
DIB\BTILD QBT EITL U] 61637 & TSI L G
Griffiths VS Dalton (1940)

QUTIYSENSWITENT STCEFTEM6V 6uenTULDBLITE| BUITWILOTE B6ussid OFaIHSiH60 Goussti(HiLD.
1. London Joint Stock Bank VS Macmillan and Arthur (1918)

(CaTems £2 - QHTens £ 120 L& WTHOUILILL &)

2. Kulatillake VS Mercanttile Bank of India Ltd (1957)
(93/50" 43/85" (1pswpGuw 9000/50 oy sapb 4000/85 oy @ead wrHmriu Lg)

G2y



14.

15.

16.

17.

18.

19.

20.

21.

22.

A. @EBaEmS HHs FDSSSH0IL 6T SIAUT @ (T UTIGSMSIITEI] 6T DT 6w
Ladbroke VS Todd (1914)

B. dlywoworenr  (pempuled eumidlulled Cemeusmpwil GUDMI UBSTID &nl  Q(HEUSH]
QUTIYHENBWITETITS B(HS (LPIGWITE.

Great Western Railway Co Ltd. VS London & County Banking Co Ltd (1901)

C. aumidl @ouhsE sausdemen rbllsEd Gurg eumgsamaswrenflear Gsrided
Gar@riusuflar QU eluFsHems PTG Al LN Bi6V6Vg! 6D (PIgHs GLiewT
erellest Seufleir sewstoualesr QT QarBHlLefleT aluydms SPwTg el Lenio.
BUTEITD B&H6UCLBEMET GLIDTGI G umhIdS QLTI ILITELD.

E.B.Savory & Co VS Lioyds Bank Ltd (1932)

AITYSHENBWITENT SHTH SHeTbHled 2 sien 168 (ppsusnsuid Wt Gumid GuTg i)
BT 6T (LPHIEUSTE DIEHLOWILOTL L TG
Wilson VS Midland Bank

aumilulenmed HPyNISSILLH euTgSmSWITENT (houflest serrdbdlenes epQuIGLITEILD
SN BWTWIOTeST &T6v M6 H60 D606V 66T & [JEUT6EBIG).
Prosperity Ltd VS Lioyds Bank Ltd (1923)

auTydenaswrenfler Fbwsileard eTasnn auyey W& alugmissmst LINOST sunidlsE
QULPRISlESTTEV sukId] QUITMIILITELD.
Turnier VS Royal Bank of Scotland (1999)

BB Hods (WpatarCy (pHLH pBerFmen aupmidlanTed DT SlerGL
QUTIQSEDSBWTENTT S alBeury.
Woods VS Martins Bank (1959)

urgsTiHOses emeulilled G L’ L Qummlasit (Safety Locker) 1&g sumid Lmgglw
2_flenwenwid (Lien) QasmemiigheaTgl.
Brandao VS Barnett (1846)

auriSluTesT GeFemeuds @ HILITWILOTEN S (GLILIGNTSHMS aUTQSHemsWLTENT] QFaishs Gouai(Hib.
Benson VS parry (1780)

s1BaTemeLUle) “maBLTDHGSBTHE” 66D GNGGS Carh BHeausemed Gumieflullest
Fpliumen 2_fég UTESTHSLILIGLD.
Nagoorpitchai VS Kanapathipillai (1963)

AUTYSEMSWITEN(HBE eumidl JP(psd SYsD euPEIEGLD CUTE WOEMD DUSTEILOTES
LRI Geussti(HiLd Geumlest QUITMILILITELD.
Compafina Bank VS ANZ Bank (1984)
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23.

24.

25.

26.

217.

28.

ok HBEILSHEMET eUPEIGLD BuTgl SOOI (6T HBeueLSBaMNET DgriLienLuled Hievd
SITiIhE  Coiemwwrer (pempuled eupmis Geusmihid Geuall GLmiseflsd B\(HbS
BBEULHENET HITL LG CULPEISS Tl TF).

Hedley Byrne & CoLtd VS Heller & PartnersLtd (1963)

HEWTEUETT  LOEWETE Gnl (Hd SewTddled GHDIILTET D606V 2 L lenLITEN 6656w
Goumielgonas B)HéEwTullsT tenpsSlmriGumy elld tyGuirdlssiinL om LTg).
Marshall VS Crutwell (1875)

anl hosanisdled sall @meuflar GUWfe s 2 Sz76) QUOISL &g DibsENSE
2 et IS GHlemws L9 g1 smeudsev (Attached) SL&TEI.
Hirschorn VS Evans, Barclays Bank Ltd (1938)

QWG| UITHEIHEBE HLGT UPHRISTTEL QUUBSLD UNIBTEGHD AHSIL T 2_SBTOUTH(LPLD
uPlHTGLD.
Coutts & Co VS browne-Lecky (1947)

A. argsemaswreny 17 eawdlmers Oarenigmbs GuTg Smer 18 euwiglemes
SWLBSINN LT eterm Gomgiguirs eumidl @eardlenss BHLF QFUISTE QUITDILILITS
GeusstTigeu(mHLD.

Sathappa Chettiar VS Thaha (1937)

B. pgloaip Sigioglilend satmer wpwawglanrs USpBlsaaiubssd ok
ugTwoenLWTseuflemed slpLenet QeFlwlILL L enFWTE QFTHg ! D18 DL L
FhSTUIL @@@m@&mm as@g_'r,gg]sb Qarent(h CFOVILIQUINMSTS S(HSLILIL LOTLLTS)].
Wijesooriya VS Ibrahimsa

BrafldELb suridlwimenflesr seusstuTend (Collecting banker's Negligence)

A. sbualsE CFasHs Goussigw sTGFTmevenw 6 sbuefluller LissiiuTeTy Herg
SeNUILLL H6m1Sl60 6176y 06USHH60.
A.L.Under wood Ltd VS Bank of Liverpool & Martins Ltd (1924)

B. smflureow srGarensvenwt Sisasrflwreow omfluiy seng seflliul L seaudbdnhe@ auyey
EMEUSHH6V.
Ross VS London county Westminster & Parr's Bank Ltd (1919)

C. uRIGLMWEE GFrGauamigu sTCFTMMW ABDE 2 Fflewd Heveors 3 BLIfles
sesSDE CFsfldHsH60.
Baker VS Barclays Bank Ltd (1955)

D. @ wasaflar saliulL sonsdhE Sag  (paoaflar sansdls  B\HbE
STCFTENEVHEMET GUT6Y HEUSHH6V.
Midland Bank Ltd VS Lioyd's Bank Ltd (1956)

F. eflwruryd Quujser siLenerd L sShE Sienww elurumyll udleys sraidisemip
Ui o TmUIge0 GeuesT(HILD.
Smith and Baldwin VS Barclays Bank Ltd (1944)

€LY



29. 2 ggrearsmser. (Guarantees)

30.

31.

32.

33.

A.

B.

2 H5TuTdHb@E aumid HH6160Bm6N GeusillILIHGHS Goussiiguwl SLLILITH GeVenev.
Cooper VS National Provincial Bank (1945)

auTgdemaswrenfler sews@ CusvdlsliLpmn Blensoulled SHHSTVID 2 SaTaTHsE
SI(HB SIS np GouetTigul BLenLo aukiSldH @) G)e0en6v.

Hamilton VS Watson (1845)

. 2 SarauTHD JeflSHe] ST 2 SHTTHD leMdbs OHTEnBSE GL6VTS HevTddlsd

sugeys6iT eUBLOL S8 2 SHTeuTSHSSle0 B)(HHS cl@eldsiLiGeu]. (P.O.D Limit)
Westminster Bank Ltd VS Cond (1940)

Guedlasliupm 6bs CrréessShars aumdulams CaThHEsIu LEST 215Gam)
BBTHSSSDBTE LIWETLHSSLILILLTEVID 2 _&gFeurd QuITrmitiLimeury.

National Provincial Bank VS Glanusk (1913)

aumgdenaswreny BlFulwed Booramensd@ oumd 155 sRSBETDTL  D6urs)
2 SHTamsld GUDLIL®G (peier] eumidl DeuHEEG BHlFHulwed o GerFmesener
auprdlumeEs GCouswiOb  seauplar sHmasuleord Geveurda@ (Undue Influence)
SigritenLulley sumid QUITMILILITELD.

Lioyds Bank Ltd VS Bundy (1975)

Brewi(h Sievevg BHE Coul L 2 Fsraurdlssr 2 ssransd afs@Gn B s
@7 2 Haraurdleow GuTmiled GBba alBHlEHSTeL HMDW 2 SHTeuTdlser
2 _SHTUTHSHS60 B)\(HbgI eHelbarILIB6u].

Barclays VS Trevanion (1933)

2 _SFHIUTHSHSEO BI6HIE BUTSHHT 2 _SHIMTHLD 6UPEHIS B)ewTmid P BLITEH6IT
oL B »&QWITLILILOL B Bresameug) BLT Lerern ens@uiriiub @Heury et i Sluflsd
kgl (LPHLIHISHMmS EUPRIEIRITE)  FemaTul  (paIHd 2 SHHTATSHHH0  B\(HhS
aGelsarL@Beu].

National Provincial Bank of England VS Brackenbury (1906)

R Uds N&E Bné@bOLTE Sieuys) OFTHg5s6 WTald Sieu] FTibs LiHs Gasrealedlsst
alarrrélubsBa GFeammenLujLb.

Indrasumana Thero VS Kalapugama Upali (1966)

STULNIHSETET DbBmD, STULNISI L s siBdsLILL L ChydsHled ol HIb G)HbSTG
GurgiomeTg.

Dalby VS India & London life Assurance (1854)

susTenw QUTmSseuengulled sbLe Geum G)wis@ ey ser Geum).

Salomon VS Saloman & Co. (1897)

uesflliLimeny @heuflest QargHg sbLTluleT BLaIGE Lenesiures euphisliLl ghLifest

L6 LS6nF OFISHHTSH L SHg LFTLCL BlennGaubmed gJhmis QBMeTemiILL & Fnlguig).

Hatton National Bank VS Somathapala Jeyawardene & others

33



34.

35.

36.

37.

38.

39.

40.

41.

LIBIGL6DLDEE) (PHLIGSILD GULPRIEIEITED 61606V LIBISTEN(HLD HelldgId @(BLilggid (Joint
and Several) QUTmIILIT6Ui.
KendallVS Hamilton (1879)

uBgLenwulled umsTery @uie] GQuODET SurgE CQUWT  B1YSHSSMmevLILleD
STEOTILLLTEY DeuTgl COFTSHSISST “H6iT HeupTed SenL LB’ (Estoppel) &&gious et
SIgUiLenLuN6d LIBISTET QUITmICILITeurT.

Tower Cabinet Co. Ltd VS Ingram (1949)

UBIGLeDD  elwrumy  BLeugsmaulsy CrréssdnE ypbumer @  UmkisTerflet
BLAUIGEHNES(E) LIMIGL6HLO [imieustd QUITmILILTE LTl LTg).
Australia Union Bank VS Fisher (1893)

(PBEUT H6315) HEITEHLOMWILILD (LpSH6V6UTI6T BETTENLOHUILILD H6VEBS Sl M.
Amstrong VS Jackson

paeuy (Agent) sengl uenilemw pmd CurTg gHUEL CUTMILILSSEHSE
BLBLTSSTouTSLD (Indemnity) aupmIGLD SL6MLD (LPSHEV6U(HE S, 2_6wI(B. (principal)
Adamson VS Jarvis (1827)

el BLHSOBTIH BlewsSled meusgk Hubsy Frsermasst (Machinery)
YL O gLillesr Siemeu SIenFWTE QFTHSTHH SHBLILIHLD.
Bridie VS The Attorney General

amdlds spPled el L seudener sumidl s Ugs@n GUTE SisToug bSHS
HEUHD CUTLGHENHUIT6IEHT B633T(H LGS (LPEITL| SIS Seunl eurIelullesTed SHl(H&SLILLEVTLD.
British North European Bank VS Salsin (1927)

BemiHdled 2 6o QOBHTEHSHWTENFH UBRISUNBIT) HUNIHEOTS LIDDIHOUSSSTH DS

QUTIYHENBLITENT HeuetTHHl60 QBTeuti(H auHLOBLITS! g sumidlullestmed &FGFILILILIL 60MLD

B)HBMB W HUDIGTTEL UTIGHENBILITET(HEE) FOLIGLD BL LSS DG eubid GQUIrmIiLmEGLd.
Collend VS Manchester & Liverpool District Bank Co. Ltd. (1909)




BB ullwed asmLTurar FLLinffa)sar

as1BaTemevsaT (Cheques)

A.

B.

STCFTemEUIETT 6UEMT a6V S 6ITTLD.

T2 &.FU LD 1882 Lfley 73

Sadl BLiLLTe s1@FTme @ahemen meushSlHLiLus Sledemw GO By
SBBMILD QBT 6viTL 6.

T2 &.FU L 1882 L9flay 20

Uhdad GLiul L sr@emenev &L LT Hwimengi.

T2 &.FU L 1882 L1flay 13(2)

sTGFTm6v eiTlsd “Cas6itall” (On demand) sTevTenid LIBLD BTERTLILIHEUS606M6V.

B GHPUTH oT.2_.&. FLLLD 1882 LNfley 1060 Blaus Qi@ sms).

s1GFTemevUTe BHMISEHCHTH BBHSH6v (Crossing on Cheques)

A.

B.

sTGFTmeVUI6D BHMISHEHECHTDH B)LSHanguwl BLTSET (suengLisu] / Qumie / surid)
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Introduction
Customer service has become an important concept in management textbooks,

particularly in marketing management. Hence, every organisation, irrespective of its
size or the nature of business, needs to understand the importance of customer service
and implement effective strategies to enhance customer service. Many factors
contribute to the importance of customer service. Organisations are operating in a
competitive environment, where customer needs are constantly changing and
customer expectations are high. Government regulations, especially in Western
countries, prescribe customer service as an important element in successful business
operation. A superior level of customer service helps increase customer satisfaction,
increase profit and market share, provide a competitive advantage, increase customer

loyalty and minimise complaints from customers.

The words customer and consumer are often used interchangeably. However,
there is slight difference between these words. A customer is an individual who buys
goods or services from an organisation, whereas a consumer is an individual who uses
a product. Customer relates to buyers whereas consumers relate to users. Generally,
we use the word customer in a narrow context - for example, customer of a bank,
customer of a super market etc. It is plausible to argue that service providers, not just
organisations, also serve customers. For example, patients can be considered a
doctor's customers, students can be considered a teacher's customers, and clients can
be considereda lawyer's customers. Customers can also be classified as internal

customers and external customers.

Service Organisations
Service organisations play a key role in a country's economy by generating

employment and revenue. For example, the Bureau of Labour Statistics in USA
indicates that the services sector will continue to be the leading employment generator

of the future, having added approximately 18 million jobs between 2010 to 2013,
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accounting for88% of the increase in total employment over this period (Kotler&
Keller,2012, p.399). According to Berry et al. (2006, p.56), the contribution of the
services sector to the global economy has increased steadily, whilst at the same time,
the importance of goods has declined. The services sector contributes 70% of the
aggregate production for nations belonging to the Organisations for Economic
Cooperation and Development(OECD), and contributes about 75% of GDP in the
United States of America (USA).

Customers play a significant role in service organisations and their successful
operation. Hence, greater attention must be paid to customer service. An effective
recruitment program, excellent communication skills, effective method of customer
complaint handling, empowering employees, training programs, effectively
managing service quality and developing a customer service charter are some of the

focus areas for improving customer service.

Customer Service
Customer Service relates to all the services provided to customers before,

during, and after purchasing goods or services. (Www.business.gov.au). According to

Catherine(2009, p.57) 'customer service is a philosophy that permeates all practices of
an organisation to serve the needs of customers in a manner that is mutually beneficial
to all stake holders and involves the facilitation of customer satisfaction, loyalty and

goodwill'.

Organisations need to establish a policy in order to deliver excellent customer
service. Moreover, this policy must be properly implemented and monitored.
Employees must have a clear understanding of the policies, in particular, the policies
relating to the tasks that they regularly perform. The following suggestions will help

to promote excellent customer service in an organisation.

Effective Recruitment Program
An effective recruitment program, aimed at hiring and retaining skilled,

customer-focused staff, is integral to an organisation's ability to deliver the highest
level of customer service. When hiring employees, management must develop

appropriate selection criteria and selection tools to select the right person for the job.
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The job advertisement should clearly specify the qualifications, required skills, and

essential criteria.

Appropriate selection methods must be used to select the best candidate for the
job. The interview needs to evaluate the candidate's attitudes towards customer
service; this includes scenario-based questions, used to ascertain how the candidate
will respond to a situation concerning customer service. If the wrong candidate is
selected for the job, this can lead to several managerial problems, such as difficultly in
providing a high level of customer service, difficulty in training the candidate and
reduced individual and team productivity and performance. Chris Lin and Ling (2011)
argue that when recruiting talented and qualified front line employees, certain
selection criteria can be included in the selection process, with the aim of hiring well-

mannered, cheerful and extroverted personalities.

Excellent Communication Skills
Tseng and Wu (2014) argue that excellent communications skills are required

to interact effectively with customers, in order to gain knowledge about their demand
and obtain their feedback. Research reveals that when customers evaluate services
they consider two factors, namely service provider's expertise and communication
style. Expertise includes knowledge, skills and experience. Service provider's
communication style is a key factor in determining customer's satisfaction (Cynthia
and Sundaram, 2009). Customer satisfaction is a person's feelings of pleasure or
disappointment that result from comparing a product or service's perceived

performance to expected performance (Kotler& Keller, 2012, p.131).

It is important for service providers to recognise the appropriate
communication style for their organisation. In most service situations, an affiliative
and non-dominating communication style will yield greater customer

satisfaction(Cynthia and Sundaram, 2009).

It is arguable that employees must develop their listening skills in order to
provide superior customer service. Generally, we devote time and effort to improve
our reading and writing skills, but less importance is given to developing listening

skills. When listening to customers, employees should learn to be an active listener,
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maintain eye contact and ask appropriate questions to gather more information.
According to Dwyer (2009, p.14), hearing and listening are two different activities.
Hearing is a physical process, whereas listening refers to the interpretative process that

takes place when we hear something.

Aside from face to face communication, customers also utilise other
communication methods, especially telephone and e-mail. During face-to-face
communication, employees should greet customers, ask how they can assist them and,
ifthere are any delays in receiving service, keep the customer informed of the expected

wait time (Www.business.gov.au).

When answering customer inquiries over the phone, employees have to follow
some basic procedures, including:

e Open the call with a greeting, and state both the individual and organisation's
name,

e Listen carefully to the message or inquiry,

e Providerelevant and accurate information,

e Show interest in the customer's needs,

e Explain how the organisation can help to satisty their needs,

o Suggest whatactions the customers can take to satisfy their needs, and

e Conclude courteously (Dwyer, J 2009, p.243).

It is also important to provide customers with the facilities to contact the
organisation after business hours, by using message-recording facilities. If this is the
case, all messages should be checked on the following day, and calls to customers

promptly returned.

There are situations where an employee can take a message on behalf of
another employee who may, for example, be on their lunch break or on leave. The
following basic information should be recorded:

e Thecaller's name and phone number,

e Thedate and time of the call,

e Thename of the person receiving the message, and

e Theimportant elements of the message (Dwyer, J 2009, p.244).
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Handling Customers' Complaints
Customers behave differently when they become dissatisfied, and may

commonly make a complaint directly to the employee, manager or a third party. In
order to handle customer complaints, organisations must develop an effective

customer complaints handling policy.

There are many possible reasons for customers to make a complaint. These
include poor quality of product or service, delay in providing service, unethical
behaviour by employees, providing incorrect or misleading information, high fees or

price or a failure to fulfil the promises or agreements provided by the organisation.

Ngai et al (2007) argues that complaints are useful sources of information to
identify sources of customer dissatisfaction, and therefore this should be welcomed as
feedback. Employees need to develop a positive attitude towards complaints, and see
this form of feedback as a continuous improvement tool to improve policies and
procedures. According to Kotler & Keller (2012, p.151), the 3M suggests that more
than two thirds of its product improvement ideas come from customer complaints.
Thus, effective customer complaints handling attracts more customers, enhances
customers satisfaction and the organisation's image, facilities product innovation and

increases profit and market share.

However, research indicates that although customers are dissatisfied with their
purchases about 25% of the time, they only complain about 5% of the time. The other
95% of the time, they either feel complaining is not worth the time and effort or they
have no knowledge about the process of making a complaint, such as how to or whom
to complain. Rather, in these circumstances, they terminate their relationship with the
organisation (Kotler& Keller, 2012, p.150).Some customers refrain from

complaining, as they do not want to disclose their personal information.

Ngai et al (2007) argue that demographic factors such as age, gender and
education level influence customer complaint behaviour. A study conducted on
customer complaint behaviour in hotel services, revealed that cultural factors have an
impact on customer complaint behaviour. For example, Asian customers are less likely

to complain, because of fear of loosing face, and are less familiar with the channels for
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making a complaint. However, they are more likely to engage in private complaining
behaviour, compared to non-Asian customers. Private complaining behaviour
includes negative word of mouth and telling their friends and relatives about their bad
experience. Research shows that an average dissatisfied customer shares their bad
experience with 11 other individuals. If each of these individuals passes on this
information to another, the number of people exposed to bad word of mouth may grow
exponentially(Kotler & Keller, 2012, p.150).

According to Kotler & Keller (2012,p.150), among the complaint customers
54% to 70% again do business with the organisation, if their complaint is resolved
quickly. This statistics increases to a surprising 95% if the customer feels the
complaint is resolved quickly. When a customer's complaint is satisfactorily resolved,
they share the story of their positive customer service experience with, on average, 5
other individuals, who may be potential future customers. This clearly highlights that
managing customer complaints plays a crucial role in elevating levels of customer

service.

It is important for organisations to provide adequate information about
customer complaint procedures to customers, and provide easy access to various
complaint channels, such as telephone, e-mail, online and in person. Complaints
should also be resolved as quickly as possible. Kotler& Keller (2012, p.151) provide
the following suggestions:

. Make it easy for the customer to complain,

e Contact the customer promptly after the complaint is made, because a slower
response time increases customer dissatisfaction and promotes negative word
of mouth,

e Accept responsibility for customer's disappointment and avoid blaming
customers,

e Utilise friendly and empathetic customer service staff, and

e Resolve complaints promptly and to the customer's satisfaction.

Customer Feedback
Customer feedback is an effective way of obtaining ideas for service

improvement. Feedback provides valuable insights on how customer service can be
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improved, leading to an improvement in overall profitability. Feedback can be
obtained through questionnaires, surveys, social media, phone calls, e-mail, focus

groups and interviews (www.business.gov.au).

In Australian higher educational institutions, questionnaires are used to obtain
feedback on a lecturer's performance. This feedback can then be used for continuous

improvement.

Empowerment
Since 1980, organisations and academia have shown a greater interest in

empowerment. According to management literature, empowerment is the process of
delegating or decentralizing decision making power (Conger and Kanungo, 1980 cited
in Klidaset al, 2007). Empowering employees, particularly front line employees,
allows them to make quick decisions and handle customer complaints, thereby

enhancing overall customer satisfaction.

According to Klidas et al (2007), empowering provide facilities for employees
to engage in discretionary behaviour, aiming at meeting or exceeding customer
expectations during routine and non-routine service situations. Managers must use
initiative to empower employees. It can be argued that organisational culture and a

manager's management style are the main factors influencing empowerment.

Klidas et al (2007, p.70-88) explains that managers play a key role in
empowerment. Managers must trust employees, support their decisions, teach them
when they make mistakes and praise them when they succeed. Failure to align
managerial behaviour is bound to create confusion for the employees and undermine
the empowerment process. Employees' knowledge, skills, experience, behaviour and
attitudes are all key requirements in successfully empowering employees. This can be

achieved through effective recruitment and training programs.

Training
According to the American Society of Training and Development, employers
spent an estimated amount of $156.2 billion on employee learning in 2011(Towler et

al, 2014, p.829). Training enhances employees' knowledge and skills, which enhances
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efficiency, productivity, and employee job satisfaction. According to Vinnie, (2001)

job satisfaction leads to employee satisfaction, which leads to customer satisfaction.

Organisations are operating in a changing environment driven by factors such
as technological change, changes in customers' needs and wants, changes in
government regulations, and entrance of new competitors into the market. Hence,
employees require continuous training in order to adapt to these changes. Otherwise,

their knowledge and skills become obsolete.

Management needs to implement an appropriate training program to allow
employees to adapt to changes, increase their efficiency and make them available to
provide excellent customer service. When designing the training program, the

following decisions should be made:
¢ Whattype oftraining to be provided,
e Towhom itshould be provided,
e  Whenitshould be delivered,
e Whoshould deliver the training program,
¢ How long the training program will be for, and
e How the program should be evaluated.

The world's best organisations place a strong emphasis on training programs.
For example, according to Kotler& Keller (2012,p.406), Singapore Airlines provides
4 months training to new recruits, which is this twice the industry average. In addition,
existing staff receive approximately three weeks of refresher training every year.
Furthermore, the organisation applies the 40-30-30 rule 40% ofresources are spent on
training and motivating staff, 30% on reviewing process and procedures, and 30% on

creating new product and service ideas.

Customer Service Charter
A customer service charter defines the specific service standards that the

organisation will deliver, and helps employees understand their commitment towards
customers. It clearly outlines an organisation's commitment to providing a superior

level of customer service (www.business.gov.au). For the customer, a customer

service charter communicates the standards that they can expect from the organisation

when purchasing a good or service from them.
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For example, the ANZ Customer Charter indicates that customers will be given easy
and convenient ways to access their money when they need it, such as continuing to
enhance internet and mobile phone banking functionality, extending branch hours in
the busiest branches, providing easy access to telephone and banking services and
placing ATM's in convenient locations. Further, the charter promises that the bank will
provide customers with quick and friendly service (e.g. aiming to serve customers
within 5 minutes in branches, aiming to notify customers of home loan applications
within 4 business days), provide easy to understand products, with no hidden fees, and
solve customer complaints quickly and fairly (e.g. aim for first point problem
resolution, resolve escalated complaints within 2 to 5 business days)

(www.anz.com.au).

Managing Service Quality Effectively
Managing service quality is an important component of customer service.
Service has some unique characteristics that present a challenge in managing service
quality. Kotler & Keller(2012, p.402) explains the distinctive characteristics of
services such as:
e Intangibility scannotbe seen, tasted, felt, heard or smelt,
e Inseparability produced and consumed simultaneously,
e Variability highly variable, and
e Perishability cannotbe stored.
Parasuraman et al (1988, p.23) proposed a model 'SERVQUAL' to measure
service quality.
o Tangible Physical facilities, equipment, appearance of personnel
o Reliability Ability to perform the promised service reliable and accurately
e Responsiveness Willingness to help customers and provide prompt service
e Assurance Knowledge and courtesy of employees and their ability to inspire
trust and confidence
o Empathy Care and individualised attention provided by the organisation to its

customers.

By using this model, organisations can assess customer expectations about
service quality and their perceptions of the service they receive. This model helps

identify gaps that requiring managerial attention and actions for improvement.
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Conclusion
Customer service is an important area and plays a key role in determining the

success of an organisation. Management needs to place a strong focus on providing
excellent customer service. As improvement is a continuous process, management has
to systematically and continuously take effective measures to improve customer
service. Organisations continue to investigate ways in which they can provide better
service to our customers. Effective methods for improving customer service include
an effective recruitment program, training, empowering employees, effective
customer complaints handling, developing a customer service charter and managing

service quality.
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The Jaffna Library

Although the Jaffna mans mind is preoccupied with money and matrimony, yet
the thing that he treasures most above everything else is education and scholarship.
For a Jaffna man, its the books, and not dogs, that are his best friends. He would pay
more attention to a good book than to his dissatisfied wife. Books keep him company
both in times of happiness and distress. They are one of the main sources of his
knowledge. The best and inexpensive place for easy access to books has always been
the library. Within a square mile of where I lived in Jaftna, there were six churches, six
colleges, six cinemas and just one Public Library to indoctrinate, educate, entertain
and enlighten us. The Jaffna library represented the single greatest archive and a
veritable treasure house of accumulated knowledge.

The origins of the Jaffna library can be traced to the generosity and
foresightedness of a book lover named K.M. Chellappah who in 1933 began sharing
the collection of his books among friends and fellow men with the view to enhancing
their knowledge. This generous gesture was highly appreciated by the local
community which then decided to build a proper library. A committee headed by the
then District Judge as Chairman, Rev. Dr. Isaac Thambiah as Vice-chairman, and K.M.
Chellappah & C. Ponnambalam as Joint Secretaries was formed on June 9, 1934. The
committee decided to collect or buy as many ancient ola leaf manuscripts as possible
from the villages of Jaffna and other areas where Tamil culture thrived.

The embryonic Jaffna library was opened on August 1, 1934 with a collection
of just 844 books and about 30 magazines and newspapers in a small room at Hospital
Road, opposite the present electrical sub-station. From here the library was moved to a
rented house on Main Street near the Town Hall in 1936. Books could be borrowed on
a payment of a nominal sum of Rs. 3 as membership fee. It had a starting capital of Rs.
1,184 and 22 cents largely from the efforts of Mr. Chellappah. The Jaffna library
became hugely popular among the people, both young and old.

Nothing succeeds like success and there was a clamour for a much larger and a
more permanent library to cater to the insatiable appetite of the Jaffna man. At a
meeting convened by the first Mayor of Jaftna, Sam Sabapathy it was decided to hold a
carnival and a music festival featuring some of the most popular Indian artistes to raise
funds for the library. It was a huge success. One of the leading and most active
members of this committee was none other than that indomitable Irishman, Rev. Fr.
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Timothy M.F. Long, Rector of my Alma Mater, St. Patricks College, Jaftna. He was so
efficient that the only difference between him and a saint was that he delivered
miracles faster.

Fr. Long worked tirelessly to obtain funds for the library. He even asked that
famous cartoonist of that time, Collette to do a sketch of him with a begging bowl! The
one million rupee Library fund was entirely Fr. Longs idea. I was just eight years of
age and I remember well the fabulous Yarl Vinotha Carnival that was held in 1952 to
raise funds. It was a great success and brought in Rs. 68,000 a huge sum then - for the
Library fund. Fr. Long then went into top gear and became the unelected advocate for
the library. He started knocking on the doors of several influential people such as the
then American Ambassador, Mr. Philip K. Crowe and the then British High
Commissioner, Sir Cecil Sayers who provided funds generously. Thanks to the
irresistible charm of Fr. Long, Mr. W.G.F. Gunstone of that famous publishers of
London, W.H. Smith & Son, undertook to supply books at special discount varying
from 25 cents to 50 cents. The Asia Foundation donated lots of books.

The library committee invited the leading specialist in Library Science, Prof.
S.R. Ranganathan from Delhi to develop the library to international standards, and for
that well known authority of Dravidian architecture and the then architect to the
Madras Government, V.M. Narasimhan to design it. The foundation stone was laid on
March 29, 1953. It was a red-letter day for everyone in Jaffna. In the meantime, Fr.
Long was working overtime.

He was able to secure for my late father, Mr. S.F. Santiapillai who taught Latin
(for the seminarists) and English at St. Patricks College, a Fulbright Scholarship in
1955 that enabled him to go to the Cuyahoga County Public Library in Cleveland,
Ohio (USA) for advanced training in library science. In recognition of the untiring
efforts of Fr. Long, the grateful public honoured him by erecting his statue in front of
the library.

With the completion of the first stage, the Jaftna Public Library was declared
open on 11 October 1959 by the then Mayor, Alfred Thuraiappah. Later a Childrens
section was opened on 3 November 1967. Under normal circumstances, itd be very
difficult to keep a Jaffna man quiet, but inside the library, the staff saw to it that he kept
his mouth shut and read. The librarians were strict but helpful and knowledgeable.
They looked after their books with great devotion. There were about 97,000 books and
over 10,000 manuscripts. Some of the books were priceless. In particular, "Yalpana
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Vaipava Malai" written by the Tamil poet Mayilvagana Pulavar in 1736 was
irreplaceable since the library had just one copy! In addition, the library had in its
collections, several old manuscripts, some of which were written on dried palm leaves
and stored meticulously in special sandalwood boxes. There were also hard to replace
books on herbal medicine, miniature editions of the Ramayana epic, copies of the now
extinct Tamil language newspapers, microfilms of the Christian Missionary journal
"The Morning Star" published in the early 20th century. Thus, as a repository of
knowledge, culture and history, the Public Library came to represent the pride and
dignity of the Jaffna people.

On the night of 31 May 1981, while Jaffna slept, all these precious collections
were consigned to the flames when the Jaffna Public library was set on fire by a few
misguided individuals who could not realize that what they were destroying was a part
of their own heritage as well. It is this failure to appreciate the fact that the Jaffna
library was a national treasure that belonged to everyone in the country that led to this
tragedy. Before the Jaffna people could wake up and realize the horror of their loss, the
entire nation had lost much of'its ancient history, literature and learning. That night one
of our distinguished teachers at St Patricks College, and a well-respected linguist, Rev.
Dr. H. S. David died of a heart attack on being informed of the terrible tragedy. On
hearing of the infamous literary bonfire, Fr. T.M.F. Long who worked so tirelessly and
contributed so much to establish the Jaffna Library reacted with intense grief and
suffered a heart attack and died a broken man in Australia. The destruction of the Jaffna
library stunned the nation, but it also broke the cultural heart of the people of Jaftna.

By
Late Prof. Charles Santiapillai

ABOUT THE WRITER

The writer, Late Prof.Charles Santiapillai, an Old Boy of St.Patricks College, Jaffna and
an avid environmentalist was popularly known as Ranjan among his friends and
Collegues. He was a Professor of Zoology at the University of Peradeniya and he did his
PhD in Southampton, United Kingdom and he was awarded a Scholarship and worked
for Worldwide Fund, in Indonesia. On his return to Sri Lanka he continued his lecturing
at the University of Peradeniya in Zoology. After his retirement he joined a project
initiated by the Rajarata University with Ringling Brothers in USA and continued his
research on Human-Elephant conflict until his demise on 29/10/2014.
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The Chinese jokes the best

A bus full of housewives going on a picnic, fell into a river, all died.

Each husband cried for a week o ne husband continued for more than two

weeks 1.

When asked that did he miss his wife so much ?

he replied miserably : No, My wife missed the bus !!!

<S>>SO LISLISLISISLISISISISLISISLISISISLISLISISLISI>LISL>
KEEP LAUGHING !

A Chinese man married an African woman and had a child.

Two months later the child passed away.

At the funeral house, the African woman kept sobbing and saying:

"I KNEW IT 1T I KNEW IT 1"

A family member pulled her aside and asked:

"What did you know?" She replied:

"That, Chinese products don't last long!!"
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Dont laugh alone, share with others
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