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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 Jaftna 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

0,

»  Gifts on Marriage - Cheedanam

o%

X/
o

Gifts as donation on marriage
Gifts generally
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* Spouse's Acquired Property - Thediathettam
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Under Customary Law

Under statuory law

By Ordinance No. 01 of 1911

With the amendments of Ordinance No. 01 of 1911 by the amendment
Ordinance of 1947
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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 I: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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Bneusmisen Sl mHg BlSulwed oL gTrmsemen GQup (pyuTsaFsalh@ Gy, &L e,
gemew BlHIwD CFeneusmsT 6TTLITOIDEND  GUPEIGHEIBET  CLP6ULD  l6uTH6NIes  6U(HLOT6ST
2 (HEUTHHMED HBFHH BT (LPEVLD EUTPUTHTHMS SIFTLOL, LI 16T, BBTLILDHIS6IED
Cuowu®sgIb e sl Lenwlium@Ld. (Task force on supportive Policy and regulatory frame work for
micro finance NAMBRAD-1999)

BIGHT SL@ILD HIAT BBlLb

BT &L 65T, HIW BlS eaaipm uUsEGeflear ollondsmaer Gaim ey
aleursn@Efluweeur&Geu ellenmi@ S EIme. HIewTSEL 6T SLeng) e1pLIgIEaTsd SyTdlus glenpullsd
FMBLFTEHEM6N  GUPEIGUBET  (LpeVD  IIP(PSLILGSSLILILL ).  BIHISLET  QBTLIUTESL
drenwsrdliGury Sa eaumew @Pllidled ersswrear Gewed afleneresemen
gHUGSSWVBLLSTSE  GOIINOEIGTDETT. HIHIGLEITEIE UTDOLSS  (&H®DHS66
wasefDE aujseier 2 HusHSH CoHemeausealDETE UPHIGLILLL G DISHIL 6T HICWISL 6T
Fops uRISUIWE FTTHSSTEHOD, GHMDHES a1 6155S60 AIPRIBLILIHCUSTHED SHL 6IT6IS)|
Blglullesr BiybLedn@ gL eupmIsLILLL g

mewBlSwreng Gy, sLer, sriym$ o Lol ue HHlun Cremeusemen
apRIGuSTSD BHuld FHmsETihs ey eisnsmer GFOIIL, SLeT eaLauDHe
NyGuindlé@ b Gaeitell E#TiHs SL 6T CUPHIGLD &FTSHETLOT GLD.

BIEIH\S) ASTLTUTOT S60d B UIBIS 6T

@.Br.Femuuler (perermer QUITgE Gaweorsn) Cam(@)Loiemet (2004) BIEHIHS b
S(HLOLDEVEY.  DFIGHEMD  UHLOTEID  QaTeiLaujselh@h  gamearGurilb@d Sl d@Ld
2 flemwsmearyw, GFmeusemeryd QUG OCBTHLUSHSTET @ (HEULS(LPEHDWITGLD.
B B8s8ausmen “Focus" gehflenauler 176aug Bsfle0 auplweuiser Fmy GFOllienLWID, BiBT6 S
sLeaW B eFjurying. Spemed  Gemeu  Heufseiler  eumwoTer  iFsFllenuGur,
QUTHETTSTIFSHWTET UTPEMBSH SISH0 FlsfllemuGur GuemwsTalhE@ 2 LemguiTs
gOUBSSTH. LIPTE QUTHTTSTIL uUTHSTUmLWLW, SHCUTMSW  6U(HLDT 6
2 _(HEUTEHBSHMSL LITHSTESD 2_SHajld. eU(HOTET 2 Wifensuai aumoreil LTgsTilihsE
2 56160165 HITHISWTEGL. B)FIG6 aumienLo sewllilller (pgmLIg eTeTdDna).

QIMIMLD Sanfifeb HIawI535)

Beommaulled Bleoallaumw eumemwerw paim UysTer  Sim &E STTS
UMBLILHSHTD. BSHmPuled 2 6iTem  aumieno  Blewevenw &Sp 2 _6iT6m I L 6uenHEDDT
OzeflloyuBSsIHTDSI. (F56i55560)

1995/1996| 2002 [2006/2007 | 2013
QUNIHLOBlmEY FHeHSHS60

BEJS HIENM 14.0 7.9 5.3 2.1
Symdlwg gemm 30.9 24.7 9.4 7.6
QUTBECHTL LSS5I 384 30.0 11.4 10.9
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BOG BTO FSHSHJD OLHS STVD (PHEL GCBTETNS  EUGLILITETIHEHLD,
SpUlUTeNT&EHD “eumiento” GgTLjurer LiFdlemerseaflsd soued CFaishd) subgisierey. 181D
190 mrppresienLs CFjhg Hlary yjeuoter plsmaseisd” Gevmenaullsy &lFmsluig
glempulled Blevayd GarLFSlwrer eumieno QBTLIUTSS GDILLILLIUL HeTeng). ISTeug)
Sproliyphiseiled  auTPHS aubd LD&ES6T 2 6Tey SleLssTHBIENsV, GLOTFOTE HSETSHT]T
UFSHEHET, DT WHMID BF FTihs CBTUISET, Bubend WHMID LNSF&EaTTed GFHLIHLD
SASTTHBMBIH6IT 6THTLIUDDTEY D61l IBLITS G)EITITEOBEMET DIILIGNSHSI6TENE] 6TeiLINS G)6il
SiNBen a6 OB flallsdlerment.

19501D =y ewTigMH@LI6N BLOBTLIg60 Blevall subHaumiensGl LiFsTer sryeullssnts
SiemobGleienest. QLHLOLITeOTeN STOLI D&S6T BleVFQFTHSHSTTTHEMTEID ST6ewTLLILIL(H)
UbSMLBW  GeluNINIDSE STIERID 616 6p6v6d (1962), BTew @GUsT (1974) =y SGwimy
GO Herermentiy.

SymOwg g1emm

OUBHBCHTLLS Hiemm

b&EIS SlewD

Flov aupLmIBeMNDE) (6T BLog) Fars0HTem&EUNed 26.3% ((N(WEHSTH) LOSSET MINIEHLOES
Garl D@ S0 B\(HHSETETET. T, Bbs slewianibms 2010860 8.9% (eNpoHsT®H)
U BEGHMDBSETENE. GLosId 20138)60 §)8)1 6.7 ON(PGETLTES @&HDHSEI6TENE).

FLDSHITE0 QUMIENLD

QUMIHLD QBTLTLITE ST 19Hm6N LITUIEnSUI0 G)eVRImnBUID DIeneU FTHBLOTET 6(h
BlemevenwBu Garesipsitengl. S(HLILNamiId Seveuss seval, BevVeusF GEBTSHTT uFSHE6T, Lomelwl
(weopulevemniophs 2 ewiall LmS®H  aaTUaTaD, aumieny  PILNDETE 2 (HeuTdsLiur L
“‘gargalu” SILLD womd “‘Fupisd” SILb U ooaflF Comeusalh@L HisTeF
Grevalammassiln@y oeflss (Wwidlusgugms Wl  (paedH, Geouemev euruiliLy
GureipeTeuHMlsd Gaevis&ullme&Ealsvmsv.

GUTTTHMSILI LIVSMOVSBIPS FIPSANUDSINDLI LIVSENVEBOS FeLpsallbDmIenmL
Guyrdflwy  sredmsflyLy Hovsur  GILIGeug Gureaiy  Fopsmsailsy  BlevaleaumLd
sumienLoullesr GuisvL], Sieey ereTUsTauDenD GeumioGer GuTmeTTaHTY Hluwdsefermed WL Hib
UibgsOsTerer (puTg. FupssF QFWT(peDSHT LpPud  SPbBSHEs  GoussiHILD.
Fepsmisetled eumpdlein Fevi LLGM STFeTIRIBDETE  LDbBSETETILL L IJE6TTHS
sHBLILOBSTDeTT. GBeTed  Beufsenl OBTLIHSHID eumenwoulled eurp  BIFLLBSlE
sLILGH S STDET].

BTG WTTSH  umIeHDmWS SellliLbled eTHHemaw LnSener  euphIGS s
6161 BB & (&HGeumLd.




HIVIH3)d BL T

BlewBHlSHullerr @rrisoTs aloThiGl HENHSEsLaT BT (PuHFHQUITETEHDL
ydlares ourbllesBeaur Sievegl gnseGa 2 aten Gamifleney elabsflasGeur  Hiewbld
BmIeUETRIGETTEY UPRIBLILGEGHDG. GS6T cLpsvld LiwetTen Hesé@ CHemeuwimen GsmHHLE
(peusaTHms GUDBauT ETCDed ellevgFlesGeuT (pIQUD. BFHETTEL Beurgl QUHLOTEILD
SiFlsflEGW. Geusupomer HHsFrLTerg euj sHiTGsTeTEpD sunemLmWd SelllILsDHE
LIGSLIEOLDT S BIEMLOW|LD.

AFNH SIS BT ANFBBHLILY

B BlSlulled oILm@GL GFblly eaaip SDFD PO BT HT6VS Bl6D
eSO meemiILBL BLjsemen e1HOsETeTEHD FhSlenws Beufser QUDMISOST6T6TTDE.
GxOIIl6N cpeuld 61T HTVSHB6D (PHEOL ML AUSTILHSSOD SISV (LP6VLD QU(HLOTESISHB60
2_wijemeud gHUBSHSeuGILT Seujsaiss BlBlulwesd FSlwresr GeuelCubDsmssH SHSH
Fnssid  opemrsad elpmEn. GFulliy odsfliurerg Fyreng. BisyoyseafhEwn
(PeDFTIT HlmieueimisaflL b &L et Qb Geussniguws Gsemeuenu|d Se6lfsalsngl.

FOmar BibTa)

[BIGWTH BB BL6TTEH6IT eLP6VILD LI(HEUSTEY 6U(HLOTEIND GLIDILIGUTSENHLD, 6]6D6UTULIEUT&(ETHLD
BIBTFFS sLaTEmemUD QUDMIS QsTeiem (PIYSlaEIng. HsaTed ReujsalnE Frmen HisTo F
GLPIDSTEN H(HEwILD SlewLssLl1 QUISlSTDE).

GalamevalmuiliLg

BIwTHSE sLeiss cpsud CopGsTsTamiLBL 2 pusdl (pwhdlsefiled Geusmev
auriiiysafipsrer Gaserall o (heutdlaing. HeuGsusnerulled SigniLioud, Hwesr GismesiL
genpsaihE@ Geusnev suriiillenest aupmIGuSDEGIW FhsiliLD S sdlapgl. gnaemGeu
GOHs 2 pusd pwupdseaisy Gamdeoreryras sLemwLfiGeur] Sogl Hlmieuetd Hiesiblsls
sLesme QuDM 2 puSHS (pwhdlssr alfleurdswenLwd Gurg CgTdleorenyser 2mgu
aFlsflliemur QUDIISDSTET FhHSTUILBIGT 2 (HuTssLLGS SIS HEE aIGFLITHS
GO Geuewwrigwr ellLund wrGgeflsd GCuryuwres HEUIHSmw LWETLHSSTS el
OaTPOTETIHEHD HOF MIDIHIOMWS Sailbs HIEBIHIS  LOmDUPSILTS 2 HeSlaing)

STETLISIT(SHLD.

FAPBAXQYL L 6D

FPBEUSYIOLL L 6D 6TEND H(HBH BleNeD DIETIMIDBBTEVIONE LSO &H(HSHBTL60S6eVILD
Upevsrilssiiu@dlapg. olGsLwrs BiFulwe FHwurs CeueflGuppriul Gy,
GhbURENDGS SmevmbsTREGL OCuasisalhE 2a&saILGGS0 OHTY HIL LLHMILD
(paTemwHg el LUIDF aupRIGuST ped SaujsaflomLBu searaibllsmasmw ghubhsS),
FPBSSH0  SuTHMeT  gmaTwaTEGaTH  Gwemihg CFWDHUGHLLD  DATUILSEMSMmS
SUSTTLILISENT eLpsvLd susieyl L6d BuTasiy GFwpuTBisst CopOsTaTariILBEaT D). HIETIBISL
LweTTafl&eT @GeuTs Gemaigen, S LNJFFeneIsemens HLod@si SeVbHSHIENTWITLG & e Bener
LBHB, upenn GBTHS (pemerssd GUTEID BLOUGHMBHM6T HIGWIHIS BlmieuesTHIB6T

av



GupOsTaTdlaiper. Ssarmed LweTelsar Hog 2 pusd WPwhdule GCeFEupdmeni 6
QEFwHLIL (B OU(HLOTEITSHNS FL(HSETDEITT. B)FH6IT LPEVLD DIEUTE6T UMIEHLD &6ueTbBLILIHSIFTD .

Blamajamy

BlewTBlSullesr QEupum H@LD Flev sTe0emeVEsT 2_6mI[H. DieLGEUELMEVBETET BletTGD
315 GFupLL (pud. BiewBISuleT SmshsaTs elamh@dlein Gy, sLer, sriiymn
sieiuemey  Qurgiuts el wssealHGL, GOHLURSNDEGS SHMEVEMID SIHIGLD
QuesiasefllD@d  Fepas Osmerererey sl (Bomerd (Capacity building), Fepaseuspieyl L v
sraTUTUDEND Pl flbss QFulg  SuUTHEHMLW UMD  BleDeVeWd  (&HMDES
uBsef&SaIDg. ASHLST BFaicpd  auplwajsalD@Gs oo  FhHHILILESGEHLD
auprIBLILIGS ST, DiFenest Fflwmer (Wpenpulled en&TwsTGauT S eumienLouledl(HBHS! LS 6siT(H
61D (LPIGUILD. (LPIGEUTE, eumIeHLD SewsillL (PHMIL QUDTS @ BlBPFASSILLID. aunienOemUIS
SewilbE L6V S(HGEmeT BITLD LIWSTLBHSS (PIGUd Sieubiled @aTCm HIewIBIS). Hsamen SmGeu
RUPILIBHE BTTID 61HHEMEITCWIT FouUTELSHEMENTF &bl sBoussiBiLD. B)FIG6u HlyLbd.

2 gFmailiame
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. o960(HEHS) umidluTwied
Quimrest LITEOEGLOM (2013)

eTa. @NDEVF & I 851Y 60T

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

E.mail : vimalansundaram@yahoo.com

(Ervamatin) emjeumoniigesr eredimy @@ ms60D SLeflesed Seweooudl
aue(BLD eTeoTm) ELIfiwl efermLbLipTRIS6T TV @60 HHigssle 6(H6USI60T(B.

Slews& O\F6IDBSHS R(H LIMLIQ S6vT GLITETILLD samiflmmer.
SiL ST 6IHEMDIDTLEWLE SL6ferTmed Geweooull] euermBLNGLD?

2 _6UoT6mLDUIT?

GuireuT : 22CWIT LIMLIQ! B15)| 6T[HEWLD LDT(® H6D6D ETTEUMLDITL IQEDT.




anmIDg) SDHSIDHBaBBS Bauf_cd
(FINANCING EXPORTS AND IMPORTS)

@ BILYET QUTHETTSTY euaTTFSoHE FTaulssF aMGHHEL WsaDd (poHSluiomest
PIOTGL. FTeuBsF auThssb aramIdCUTEH g LNSTaToTs gomIod WwHMID GDéELoH
BLAUGEMSHMETS GHNIHZH HDdlaTng iHCHTD @h BT Q6T auTHS5S Blavieneuullest Lilygmest
sTreiluTs ghmiodl, BnésEwLd QFrwpuThssr sresiLBGdapar. GHsmaw Llgsme
ghInS), A& G CFWDHLTHHEHEE) BSH CsemeuliLTHG6T WlsaDd SeudlubTerg). Geneu
urflw OFTenssE SLbOUNIZIL 6T GoEw sTev Gl QeuaflullgnisT (pigeysE, aupedlermet.
Bsared BB Bl Csmauliurhsar OQurgeurs @Gmmare (Short Term)
BHSCsemauiLTsenTe ) (HESlEner. §& GnmsTe BHEHCsmeuiuThEmens Fomerflses
amdlssr/ HlF  Bmeueimissr  gHmILSHLTOTTSERGGW  SDEEGLSWTETHERSEW B
UFSBENET 6ULPEIGHS\GTTD6I.

ghmInSlsEpsE Hdeusdsar aupmiEgd Curg gomiod QFuwiLGL QU bl ssi
OarLTUTE gaTaugl SLHUUTHSHET 2 _6TarareuT 6Iela|d, UIUIQUITeT OUT(HL&EHHE)
Gaemeuwites 2 Hsreyliusdymiser (Export Licence) Quplinl (HeTeneseur sieiimid, Gosyid
gOOILSHTET(HES bBS gHMIOS CBTLIUTET  DEILIAID, DI6UTSHETS|  CUGTRIGEIT6T
QsTfipaTeme  aFsl, Bubdyausd), oyenenil Gureipensy LPBluL eumidsar
B6uTHH VB 1HS GoussiTHILD.

36s Guray GP&ELHEEHHE Bl aEFdsar alREGLOUTE HDEELWS)
QFuwiLGL  QUTHLBEHEE SD&EEGLHE SLOULTOS6T 2 simerereur?  SiLiguimuilest
BaemeuwTest 2 _SaJaILgSImissT QUDLILILH6TTST 68TLMSUD, SDéELoH CaFuwi@Ld
QUIT(HLB6MEIT HEITEMID, Sieweu eLPEOLIGILIT(HETT D606V (LPIgeYLl GQLIT(HEMT 6TeTLg LiHmluLd
UEISE6T HeUaTOLD[HEHE GauestT(HLD.

FTouBss amsSHs bLIgSMmBHT FHLGGMT(HEE umidlser, BlSHmeuemmiseTTed
QUPERIBLILIHID BI85 6usSlaaT G)T6w1 () euemnsLILIHEI6TDET. SIHEWLIT6L6T

D. gpmiodsendamen Blgulev - Export Financing

2). H&G B EHsSTeT Bl ed - Import Financing

1. ammIoFHBabdbsTar Blaui 6o - (Export Financing)

QurmentaTrg slear  oflall (s Slé @ gpmwglseailear (P& &ws geuw
BHSSHOBTATETILIL[H  STFTRISHESBEMETED LGN FEINBHEHLD, 2618EH6MILILSSEHLD
JOOILSITETTSEHEE upmISLILLH JhmIodlser 2amsEalsslLBHEmeT. aumidlsEpd SLog)
uBdlhE QuTBLssT, GFensusemst goOmILd QFUUD SOG CUTIGSMSWTENTSEHHE b
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UFBBENET 6UPEIS (LTEUHBSTDET. LG aundlsalleanmsd  aupmsiLGL B auadlser
Bresi(h euLlseriled euPEIGLILIHBIGTTMET. SIEDEUUIT 66T

A. sULBDDENIGE, (PETETITET D606V FHMILLSEE, (LPeTLITe Bl 60
(Pre shipment Finance)

B. stuGsopmisnis@ Lletenymest Sis0svg) fHmILOS|@, Llsstsstgment Blglullsd
(Post shipment Finance)

A. siuBPDaISS ararmmar Biaslufl e (Pre shipment Finance)

gOOILSHTETT @HeuT QUT(HLSmend sILGCDMIISDE (LPTL| SIIQUT[HL Sen6r
Goum STLINeTHILLD 6T HI606VG) eLPEOLIGIIT(THLBEN6T 6uTEI& DieUDDD (LIt QLITHemT S
ghmIod] QFUIW (LpIgub. Sevevg ST SCUT(HLSMNS SWTHHEH Devevd 2 HLSS
@iz ghmiodl QFuw (pgub. BF CFLHLTHSEHEE aHEE Bl BGsmeulipid
FhaTUILRIGM aumdlsalleanmsd supmisiiuGl BldloussHsGem sLLGDDEVIGE) (LEIT6TTe
Bl eusdlaeir et dlsime. sLLGDDEISE (WeTeTyTe B suFdlser aupmiEGLd GUTE)
el BETHaLILGL LsTen BLTH6Te gonIodls &l Lemsm GIHgF QaFuuiiLL6ed, Sie06VE
gHToUG STIERIEIGETeO QUTHLBMET SLLGDD (PYWTH GHPBIEDE gHLIL 6D
GureipeuDHEPDS GO eVTLD. SUILGDHDEVIEE (LpeiTanTyTes Bl eugdlssit QUDMISGSTsITET 2
aufl(pevmaeT 2 _siTemen.

(1). GesiauTes 60608 FouliL] FTHS! BITETULSSISLD
(Red Clause Letter of Credit)
(i1). GuTHGeFuisL 6T (Packing Credit)

(1). araemss prammus sipsib (Red Clause Letter of Credit)

FOMIOSHITETT  H6¥IgI FHMILSHEHUI BTETTWIS BGH(LPHD eLPsVLD BlenmGeubHmiLIeuyTa
BmLisr, Gné@dwsTflanmsd Seurg eumdl epeld @UEEIE CFUIWNLGHL  BTevTwds
BYHHMS @h CFeuTss BTeEvIWdS SYFHLTE CUDMIGOSTsTMTITE S(HLLl6T, gHmind)
QauiwpsTegTaGa @ GOULLL OFTemsmw (WhHueors GUDNIEESTETET (LpLQUiLD.
QaFeleUTEFS BTIWS BYSSHSIET (PSHSW LI BTewiwd s9s5Smean SHphs eunmid)
Bs@wdlurearfler Carflémaullenig Bresws S9sHsHe0 @b (PSS UTEFS FLPEVLD [HEITENLD
QUDILAIMHES HSTUFI FODILSWTTHED M GDSS CSTmHEMmW FhYIoPlHE (PG
(PHUGTTLONS eI gJHmISlurerilet eumidld@ SmdSaTyn ieMsSH(HEE0. B)HOSHTmSEmWL
@ FTgTyen & gl (Simple Receipt) @estenpli QUIDMIS Csmemt(®H gJHMILDSLITET(HEE, 6l curhicS)
aupmidl  Lery Bresiwd H9sHsHle0 Faplul L (peppullsd BITesiwsd HQHD  eupmidL
RSO (BB S D15 CFTensamwi’l QuDMIS QsTeiTEnLd. Bk CUDLILIHEIETD FTSHTT6wT J& &
auREILO(BHES sTewgl QUDMIE CBTERILSTE eVevg GUDLILILL &T&H gOHMILSHE
WLHGL LWSTUGSSILGWL  aT6aim  CUTMICLDDEVIL 6T 26umsWTaEl  QUDLILGH S ETDeDT.
ghoISlurerymsd GUiLiglt QUPLILIGLD (PHLIESSILD SeuT gHmIos GaFiulnd Gumg) sifldsiLi (b
(6ul 19 gD B)(HLIN6TT gD BLPlBSLILILB) LOGHSBW Si6u(HEE) ULPBISLILIHLD.
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(11). euns) aguisL@rsar (Packing Credits)
ghpwsd BPéed arsssssls GpsGurmflar s rs  GHEEL

FhaTULRIGMN SauTaalL(mhg OFeurtes Bravws SQHD QUDIES GeVEeTe
sTHwoTs S(HEETEH. Saarmed gomiodwrent serg amduilln Bl asrdulamers
Gam(meurt. BB GuTH GQFusLaT erarILBSEIDg. B& SLaTH6 aupmsILGL GUTE)
(WS FapLILIL L gOMILOSHEHHE) Bl eugdseT supmisiiupid GuTg) seuafldsliuL. Gousmngu
aflLwmisel &HSSDH OGarereriiuL GoauemiGb. S5CHTH umdEsT  gHDIOS)
BTETLSSHIGHBIGEMET SO QUILIHL GG SL6T QUIILTY uTIgEmEWTaTIHmeT GCol (Hdb
QaTeTEphd. ETILD aF Fphs UTQYEMSWTNTSEREE B SOTSSUIULEH 2 mid
Qauwtiul L &l LenenaseEnd@ (Confirmed Orders) erdlymaayd sL6T supmISLILHILD. cumidssit
BEBLATHME QUPHIG (LPITL| BTG HYHHMS 6v6vg 2 midh CFLILLILILL SLLeD6TensT
ufGerdsg BleopGaupn (PywTs el wrisar o eTerersur? BrewTwLTDHY  &lsEHdHE,)
SI6VEVE) FOMILDE HEDL (LPEODEEThHEE) SIEHLOAITE 2_siTemeateur? sTest il CouerT(Hid. GUILiIgL
ufGardeEw Gurg gomidlurerT sarg Cameaus@E iSlswrs Big CarHaumsud SHoHS
wu. AHCHTH FHMIOSHESETET SLILIGVDDED SHTVHMS HEILDeUBET (LPEILD &L 63T
FHouF QFaISSLILLESIGL STEOLSHMBULID STLPbSH JSHCHMHL BLEDET QUPHIS (LPLQU|LD.
QuIrd) Q&I BLETET supmISLILHLD GUITE QUT([HLBEHLD, HaTEHEIL FTEMEVBEHLD (PEHDWITES
sTiyme  Qeuwliu’ Hetenst  eeug  Wasald  (pedlwiorer  elLwinr@.  gnmiog)
auTydSenasWwTeTfler, BiS  evSlrssearamb, sLbs s QFupLTBser, QUTHLsaflsT SeTenLo
BUITEITD SIDFBIHEM6T JGLILIDLLITS 66U g LlsiTaupid eufdl(penpasetlsd QUITSOFU L etTs6i
auprIsLILIGE ST, aupmsiLLL @GNS sTeusSSlaemCmGu  ghmind GeEuiwiLl
sLEIHET  H(HOUF QFaISSILIGMSTE el GOIESTVE SLETHMTECM  B)(HEBELD.

(1). oewLeys sLer - (Pledge Loan)

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

(111). oeoLiomené sLer - (Hypothecation Loan)

(1v). Guwevdlas upm - (OverDraft)

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

Bemaupdlwl Gosvdls ellendsmismen §)& a1 Henguller eTLigdullsd sremreorid.

aumidlaser ghmIodlsEpssTe sLLGDD (Weitegmen Bl sugdwres QTS GFU &L e
AUPRIGEST Di6v6vg GLOEVEE LIHMI AUPRIGEUST ETTLMSBS &TOTNILSDHSTET DigLIenL &
HTTTEETTS SIEHLDAET :-

(). Ourd Qe sL6T epevd gomindwirenfle eaiGsurm QameTsuaalh@Ld Sedseilumes
SEUETIEIEET SWTHEsILL D Sellssalurs sLeissT euprisliul Gl eupdlbhaTer
QaTHLILTOE6T B)LLb GLmdleTes.

(il). Gwevdlasll LDMI CUPEHIGESET (LPEVLD LIV CBT6TEUEIT6YHEHSBSTE QBT HILILICTEESEhSSE)
Q@ GLeLHE LIHMI CULPTRIGHEUBHETT (LpeVLD CFEVISHSLILIL GVTLD.

(il). euTySemasWTaTT Seambdled Blemeuulled oFls HeTbLed Flewev  E)(HEEGLO
Fhamiumssiled Guwevdls DM aupmidlenmed eugTed CFassiLL  Goussigu
L 1gSETeT OFHTMSUNTT DTED6IS GHMDES JUHEE FH 2 HWTES G)HBELD.
IISTeUG UL I9F QF606) (&EHMULD.

QD



(iv). QuTHOFUl sLams auprslILGL GuTg eupmIBLILGL BiSulear Goed aumidl oiHs
sl GUUTL L& QST mTg(HEELD.

(v). Gwevdls upm supmsLGL BuTg B B ghmod eurgsmawTenileamsd Goum)
BaemeusEThas G LI LIW6TL(HISSALD auTuILiL] HLIBHILD.

B. stiuGaonmenidsa atammmar 13 eiggsai - (Post Shipment Finance)

gOOISWTETTH6T  H0g GUI(HLB6T GCFreneusamst B EGLOSWITETTSEHE S
aPRISWHID DLV BUILCDOWGZID JSDETEHT Y EITITERIGENST  HLOL  eUBISUIL LD
FOMINGE Slewer UTRIGUMHBE ISTEg BDEGLSWTONHES J6urg eumdl epsoLd
FoMINSsIUGLD. uThIGUT Lewib GFaISHID euedy  gomiodwment CuTMSS(Hbs
GouswT(HID. FHMIOHLITETS! BTIWS H9HSHS S GLIDOLDDTED S EITIIBIET CULPEIEGLD
amdldE@ Sevevg 2 NISLGSSW eumidlsE Ll G CaT@HLILsTey B)LbOLMILbeIED]T
B155|(HHBS CeussiBLd. BbS BHLLILILL STEVSHSEnI6N JHMILSITETT HLog) &)U SHeTenLoemu
Fomeles Djvevg Bl Comeusemenll LTsHs QFuiw S8 bS GJOMILSSBEHEE 15Ims
amdlsalLd Blg cugdsmends GammeuT. BB sLLBDDaISE Lsagmer BiS eusdlser
sreTILI(H Sl esTmenT.

sLILGDHENIS @ LetTegmen Bd eugdlaeir supmi@d GUITE UL & Falgul G)LTE6T :-
(). by QFeveuresl GLTsenTer BTeawsiw WIHNH aIHSHSEMDLN, GUNILLS GDésHLD
SbBW BrevwTws SLHUUTEH (Flev BrHsaflsd) GUTaTmene.
(i). Gasr@ELucTOEmTL QUDDIS CBTETESEL HTLOBLD.
(ii)). GeusflBTL (B surSlsafles (Bné@Ewdlureriler surid) Gxrevel, sukiEBrmsHg
(iv). euTSHs GLTHeTen
a. euTBIG LT eumI&HETTHG DML &H60
b. @lips S niensss
C. ghmiod QFutiul L QUIT(HL &6 gD LoMIsSH60
GuraTpeuDED GO eVTLD.

BliLgs sLLBDDIGE LsTagmer Bl ausdlsmers Qumid QUITHL® eHmIOS)
S OUTITERIEE6T euBISIB6ILLD FLOTLING@ED GUTE) URIEIH6T Di6ll YIRS HSLOTHS
CaTHHG DLV OaTeToueTe QFUIFH DIUTHEHHE LIGHIDTS 6UPEHIEGLD. B gHmiod),
BIEOTLS HI9HSHS6 SIpT D6vevg) S Led (pempuleor GLib CQUDDE) sTaTLMSL QLTSS
Siemwou|bd. &G sLILBDDIGE Llatammer BiF eugd) seug QUEHLLLITEID gHmIod)
S OUTIIERIEED6T & THNG CBETHSHH60 (B)g HewThB CFuigHsed GTMID SnplLIHEETDE)
3160605 Gl TeTeussTa] GlEFu1%H6L 6T6TLIGHWTGHLD.




ObAIIBIBMNEN @BLDTNMDDH ABTBHHD DIVEOHI
asmaTaiana) / sufa) aFuisHed
(Negotiation of Bill or Purchase / Discount of Bill)

ghmIogl B bOUDDaL 6T DSHEGFIL L eueTRIGmaTS SWITT QFuig) ghmiodlumenrt
gl euRSUILLD enswellurT. ghmiod) Breviwsd syssHSlar Sp B CUDDTH DibHS
gOOIDS  BTENIWS BHYSHMSUD LoUTRISEHLET  FOTINGEE  CouawiHb.  eumidlser
SLOUTIIRIEED6T BTG HYSSHHILET QUG FHuTTsHg eeveomd Fflurs GS)(HHSTe0
S OUTITERIEEDST  SBLTHH CUOIOSDU HIOG EUTIYHMBWITEN(HBE OUPHRIEGD. GHMIOS),
BIEOTWLS S9SHHT S1p G LbOUDTEILLTE) UL 65T CUTIQHENSWITET JHTEUG QLDHIES6IT
Q&g Gamesgmuiier (Arranged Limits) Sieupdlest S o1 euemimisener QaTeTeasiey QFuig)
QUOILSPW  AITYHMSWITEN(HEBE 6GUPEIGD. LG apRIGL Burgl bHS gohmIod
QBTLIUTS EUTIYSMSWITETT gaTeugk G QauisLar QUDDI(HHESTE DeuDHD CUL IGUIL 63T
awal® Geuigell @ VlEdowbu aTYsmasUT(hs@E aPRIEGLY. GQUTgMTS
FOOILSWIT6N(HE @ eumid) QUTSOFUI &L 6T usFSlesamen epmiE QFuiww Curg gmnmios)
S EUGTTEIBEET HSBLTHMY CBTHES D660 CETeTeuare CFuig CaThds Ggemeauuwie
RUBIGSmETU|LD QFu1g) CsT(H\& &6 men.

JOMIOG S AIETTEISET 6UBIS|SH6T6TTe0 MBWTETILHLD (LPEDDSET :-

(i). Brevws sHYsEIGETET S UDTFULILILL SLaumEEmen & WTHDH CaTHS %60
SV 6V B)6u0ThIB6D (l&FU1560.

(i). Slpired wpewpulleorenr oeuemmiIGmeTs: GsmaTeuame QFUIHed Dev6VG SLSl6y

GFulgev.

(ii)). gosaGa HIlLasEsTs JA@ULLILLL YIRS EHSE 6SJTe  (PHLICILD
GULPBI (& SH6V.

(iv). @uueL oguiuenLulled (Consignment Basis) @ieiuiiulL QUITHL &EHE S
(PDHLIGTTILD 6ULPMHIE)S60.

(V).  SLouemimisemnen aupmIGL eumdl  Sevevg 2 MISILGSSW aumidleE e
SIVEVG SITLLED  gliuenL  erefled  eumm Gueufler  eum&léd @  Siemi L)
SluTaseNLLS([Bb g OBTHLILIET6Y SleDL&SHID CUTIGEH 69 BWIT 61T (Thd (3) GULPHEIEHS 6.

GupanPlweuppled (i) Garréswd  (iv) ausmgulleomerensy  sLLGLD DS G
Uertesrgmen Blglouslsefled oiLmiEGL.

S EUTTEIBEHSBTeN  Qar@liuaieyser &NHs srullearflLdlphbe SisToug
aumsseT ek QurT@Lsmer auth GCurTAlLlBha dorss 2 LGarGu
slLBGppas@ Ularargrs epmsiulL Bl$ ausdlsar sipailliiured  GeuswrBLb.
slILBGDDISE Uetengren Blg ausdseilar Smwus CFaSHSId STeD HTEIIWS H195
allsEnsE mbw Sevevg 2 miF COFUS SLLMMSEHHE eHW & ToTeTbslILBLD.

2_STIEIoTs SEUTLGID CHTOSSILL CousttTigul BITewTws SgsHLD 6Tellsd 2 SlPEnLd suenIuLD
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HOUHETT  (LPHD  BTENTLSSHIQHLD 616160 B0 FapLILLL  Hounews  ST6VS S DS
SIWHLOGUTGLDUIGUILD S(HLOLIF QFVISHFHID BT6VLD & TLOT NS BLILIHLD.

3165 BuTeBeu Syl Led  SglinenLulled, CaTHLILETAIDE THITTET S EICTTHRIG6IT
6T6uTl60 2 EPEHLD BUETUWILD, JDMISOBTETETEVIHE) THITTH L EUGTIRISET 6T6uT6e0 DiBled GHMILILI L
BTVSHBIDE SIMID6UTHEYLD S TLOTeNlSSILHLD.

2. BDHGIDF\BabHBID BFGufL6d - (Import Financing)

gOMIOHB6T @H BTLIGDE 6T6UeusTey (LPHELILDTETHTEe6TMCHT % GuUITET)
B&EGLHBEHD WsaD (PESWDTET®mULTEGLD. @ BTOH S6Tg BT Iged QUDMISGSTETET
(PYWITH ieL6vg BUTHW eTallDE SlewLsars QUL 6T, CFameusenst Gouml BT(HS6IM6L
BBbHs Bé&ESH CFIBH Hg CHemeusemeil LTHd5 QFuiw GaussiHId. SLILIG GDoHEGLDS
QFLWLGHD QUITHLB6T, BFeneusEThEHE Tl 2 eUTTERIGET GDHEGLOSHLIT6TT6 euridbls @) aubg)
BaFThasId ST JupPhGilu CarT@luaaysmerd CFlIBs opeusEiGmeT GO
QuTBLBmT S UFLILHSSE CaTatereord. Sy GaT@HLiLeTey QFiw BiS GuITETLOM
B (HEGLCoumeTBaTEL SeuTHeT Hogl aumSlseilbd BiF 2 56l GasrmeuT GULguiTest
FhSTUILRIB6ME aupmISILIHLD HlF eugFHsCer BnéELdlssmear BSull e ererin®Slaims).

AURIEBT HLOG EUTIYSMSBWTENT FTTLIL SeDLSEGHD BDEGS 2 eITIEISEHSESE)
FLOTEN OBTENBMUIS SLEITS 6UPEIS DSSLET epsod QUDLUILGLD BlSlewwd Gaoresi®h
S OUTITBIBEHESTET  QEBTHLILITNeUF CFISHSIFIDET.  UTIYSMSWITENT  QUIT([HL S6n6TLI
Qupm Seupdlest allhuene epeld SewLsED BiSlewws Qsremih SHLenes eueulIGLITS)
FmousF Ceaidgiau. cpeolt QUITHLsaTET BnsEULSwTuller Seubem (LPLYaLIGLITHemToHS)
alpm sLewes  HHOLF CFasgeuT, HsammGBw GurguTs (et QuITmHET
B&EGWLHGE 3 WTFH BTELPD, PELIGLIT[HT SDEEGLSHEE 4 TS STV(IPL S(HOUF
QFISHSID HTeVTS aupRIBLILGSETDeT. oo alGFL FhHaT LRGN Beneu 6 LOTH ST6VLD
ouem] BB FEs LGS SIDET. BB BLAIGSMBSHET GHNISIL SHTVSSIIT (LG E) CU(HEUSTE
Bemeu GMIBIGBTEV SL 6T UFSBETTHB6U HIeHLOSISTTD6DT.

BE&EEWLHBEHEE HIP ausrdlser Siafs@h CUTE auridlseT LoD SIbFRISEmETES
B(HSHle0 GameiTerm GeuswiTHILD :-
(). OpsGLHuTGL QUTHLEsT ety &TeL Bl Geueflulled elpasliLl® g6t
QumILd BD&ELEWITeN(HEE) HenL sETDa|.
(). BDEGLEWTETHEE CLIT(HLSENET CULPEHIGLIUT SL 6T gL ILIHLUI6 eupridlujsitermym?
(iiD). oy sLer SugrienLulled  aupESUNBHSTE DbsLET BTV  BewL Geusilulled
Bé@wdlwrerilearmed GuirpLaser slpaiiul HelGLom?
(iv). BpsEwdurert GsT@md sLallDaTer HHLUF CFISSHID STV  61606M6V
2 _ewienowmsGey BUITWILOTETST?
Guely eI WkiBMm6T SYTTUIHE NSDCBHLIG Bl eusrdlsemer supmis GoussiHILD.
auTYSenasWTeTflesr Blg evdlrssearemp, sLbs a0 QFEuDLTHS6T, QUITHL ST H6iTenLo
BUTEITD SIDFBIGENETUILD SGLILIEHLUITS 6D6USH) &Lpau(BLd eudl(penmasailsd Gma@ELogsaHTest

GOIBISBTEVE BLTSH6IT UPTRIBLILIHS SITD6DT.
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(1). oewLeys sLer - (Pledge Loan)
(). pismes £ Hs& sLer - (Trust Receipt Loan)
(iil). olewLomed sLewr - (Hypothecation Loan)

SanLayd sLar - (Pledge Loan)

QITYSENSWITENT LSS SLen6dh S(HULE CFaSHHusDETE GLT HlsD ererm
amd sHID FHSTULRSGANS OQUTHLSEmET Lmeansiwrs  meubg O  HL6IS6T
aUPRIBLILIGEGTDET. DBTeug 6HHL QUTHLBEHSE THITE SL6T eupPRIBLILIGHSETDCSHT
AbsL QuTBLssT aumdluler sl GUUTLIgeT &S SHSEGW. S QuThLssT eumidlulest
BeNMEhd  FTeneoulled  DI6V6VEI  UTIYHMBWTETHT  SenEhdFll  FTeneoulled  sweusSLILIL (B
aumdluler sl EUUTLIG Semen B(HSGW.  pemed  Qumplaefler 2 flewowimenyms
aumTgdenaswrenTCy S mULTT. DBTeug QUITHLBET OBTLTIUTET 2 Fflewd EuTIgHmESWITENT
GQuuwifleb, 2 Lenwo aumdluller QUi GHEBELW, BeTehdw FTeneouid, QUIT(HLSEHLD
(WeopWras sTiLMIE QEuuiILLIg(HEs GauasiHb. WL bSLTET  CFMNSSHLILILTLO
allLmed @ig Guuilwed @ooors (Civil Offence) smasLILLG GYuilwed FlLgHear &b
BLAIGEMS THSBSILGHLD. B)& SLTSH6 aupmsILGLLTE QUT(HSSLOTET (oSl suflssit
SlsuaIGLITE el LLGHLD.

BDEGLBGHTE DML 6S HL 6T 61601160 BNEHELIOH DY AITIERIGET CUTIGEHENSWLIT6IT6H
amdls@s SmLSHsHId e Yeuemimiseilar QUDILSEE MLaE LT LSSIThism6nT
UTQYEMSWITOTT  LTHE OQFiigh eubdulid  eswehiuTT. aPRISLILGL SL6ST  (LPEVLD
BDEGS S AITIRIBEHEBTET CBTHLILET6] CFLILLILIL (D) 2 eUTHRIGET aUTIGSHEmNSWITETSILLD
MBWENGSLILIHLD. DL oTRIBmTE CHTEHI(H CUTIYSHMSWTENTTed QUDUILGL QUIT(HLS6T
2 LangunaGa aumdluller sl OUUTLIGET S maussILGHWD. LI6IT6T aumigdHemnawmeTymed
QeSsLILHL CaTmsadsE gop MHSTETISHSH QUTHLBET  6UTIGSH ST (HdE
al@elsasLIL@LD.

FOMIOBGEHTE DHLEYSHL T 616360 JHMILLSEE SWTITE S(HBELD QUT(HL Sen6r
aumdluler sLEUUTLIGE  dHSSHE CEBTEHI(H ITYSMSWTEN(HEHE SLET UPHRIGLILIHLD.
QurpLaeier QuuoHlsE sLaT USSTRBST QUDILLEH SLET  EIPRIBLILIGSETDS.
auTgdSenawrenT QuTHLsmer gomiod Geuybd Geusmsenulled SieurTed CFIGHSLILIHLD
OaTmasCsHL GUTHL ST MHeGSILHLD. DIEVEVE FHMILS) L eUETTRIGET SWTFlHSEIILLH)
aumduiLb emswellssliu@Gn Burg QuTHLasT MlHGSILLEH FHMIOS DL EUGTIHRIGENHET
MBLOTHDHEL CFUIF DIeVVG Biley CFUIg) umid B35 HLewesT DAL (Hd QBTETEHLD.

ML YSBLGTHET eupmIBLILGLD CUTE Sarehdlwu Freneoulsd 2 eter Quim(pL el
QumIdluyd, sL6T OFTEmsWLD LFGMBH BN FLOTES 2 _TENSHT CTETLINS CUBISIB6IT LITT S8
Qarertened GeuswiHb. eumidlsafler o earafliuTer seualliy W& (PESEWIDTEISTGLD.
QurpLaer sumduler SLGHLUTL G BBHLLSTEOD LT CFSGSILLTION 6L LIl LT60
2 L anguitaGeu QUIT(pHL 6T cumidlullestmed QUTMIIBLDSES FnlgUIBTS 2_6iTeNg).
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BibIbanad FILBdH sLar - (Trust Receipt Loan)

ATYSEMSWITENT LSS SLOTH SH(HUE OFasgeusnster GLT  lsayd
GmDeuTeng  eeim  umdl  SHFHD FHHTURSA BULUEmeF FLHS HLeTS6
aupRIBLILIGESIDET. bl QUTBHLBEHSE 6HITe SLTS  aupRIBLILIHSETDeTGouT
SIbSLOUTHLBemeT sumid Llenewiunas Heoig sLHUUTLIGE dOSHE GaTareuglsvensv.
QuITBL 6T uTgdenswTaTIIL G @UiLIenL S&LILHSTDET. JHTeug! BLOLIGmaEF F1([H SL 63160
QurBLssile 2 Leno aumgdenaswmery GQuuifletd 2 flenw sumkidlullesr GuwIflepd B)(HeELD.
BBDBTS  UTYEMSWTETT  STerT  euBidlulled sLemmall QUDD OCBHTMBHGEF FLOGTTE
QurBLassmer BHLIGmsWST QU ST mausSlHlLsTas @ BoLsmas FLH (Trust
Receipt) aumidleE Gar@uumT. poUGmas FLOE sLaT aupmslul G 21 BT selgism
srenflliudluss Sled  Smen uSwiuL  CoueTHd  eaTug  Wsaw (pé&lwme
BaemaulIUTLTGW. BUsmes FIHd SLAIST SH(HOUF CFISSLILILTION 6L LT6D i)
GDelwed Gmoorss (Criminal Offence) sHSUILLH GDO6NW FL LSS Sp STaULSHIMHD
ELPEVLD [BLUIGEHMES 6T(HBSLILHILD. QUIT(HSSLOTET (SHSHlen] 6uflesit 6erGIeuT(H SL 68T AULPHISEO6HT
Gurgid Pl LL@WL. GUITHLSEHD, HeMEhF FTMEVBEHD (PODWITEHS  STLILDIS)
Qe 1g(més Gouer(HiLd.

Boé@wdssTar BHLUGmSF FLO HLET 6afled GDHELS D eUTRISGS
UTYSmaWTETSST uRlSEGS SMLSHHID e BDEGLS Sy aemmssilar QUL EE,
BUlsmas £IL0 SLATLSSTRISEDST aUTIgSENSWITOTT LTHS G Igh susidlull b snswefiiiumi.
QUPRIBLIHL SLET (PeD HDEHES Y euenImisEhEsTar  CaTOluaTe] GEiwliul ()
SLOUTIIRIEST  UTYSHEmSWTETIILL  ensweldasliLBeugiear  GUITHLsmaTubd  SjsuenyGu
aBS8IF CFevev SindwefssliLGSang. It QUL seilar alDLemeT pevld SlenL d@Lb
BT eLpevLD 6uTgEHEnEBWITETT Si6ueuLIGLITS) SL 606 L 6mFOIFaISH G560 GaussiT(HLd.

gomiodlsarer BUsmas £ GL6T 66 gonIdls@s SWTITE G)([HdELD
QurHLseier QUOILLEEE SLT LGS TEISAT QUDUILIL(H SLET MUPRIGLILIHLD. gHmIodlsaflss
eLpeVLD EleL &GO au(hHEUTUT6) BL T CBHTENEMW LS6TF QFEVISSIUTT. DGV FDMILOSEEST 68T
S EUETIRIEST SWTlEalnl ® eumiduilb enswsflsasiiuGd GuTE gHMILS oL eIETTRIGEN6T
MBLOTHDHEL CFUIF DIeVVG Bley CFUIg) umid G651 HLewesT DI (Hd QBTETEHLD.

BOUGmBEF FI 06 SL6ET GUDILD UTIQEMSWTATTS6T SO LD 2 6iTer cumidlbaL 63T
eeold Gupri L Qurplseflar Gupiodleow Gewmidls C&HTEIIL ST igliLenLulle
SleuaIGUTg aumidleE CSHUILGSSH Gouswi(HID. CURISWITENTEEHLD UTIQHEMSWITETSILLD
Qs Seupenn URFOGE FfluriTés Geuswpid. QUITHL s sumduller sl BT 196D
BevergLIgUITEd 2 erefilimet Seusliyb, uflFedliyd Weabd wadwwrer el wiorELb.
BL6ST Sl(HLOLIF QFISSLILILTLOEO LI LTed QuIrBL a6t eumidlules 2_flentoulled G)(mLLIGTeD
616G euemETUIEVILD GILIT(HL B6EM6IT eUBISILITED S(HLOL 6T(HSSIB QBT6TaTELD (LPLGU|LD.




omLwnand sLaisar - (Hypothecation Loans)

BelleUenEdS HLEIT AUPEIBEID DML YSSLET evevg BOLIGmaF FLEH BLUTSH6H
GureiTm @euGEUT(H HDEELS), TN HEHEEGL HCH CHTMSHEHE, HallsHaNs HL TSNS
QUPRIBLILIHAS VM6V, LOTDTS aUTYSmasWTenflar GoTss HDéELod), gomiodl  Lysieyss,
SDNGUTHETG| B [5l60606MLOB6IT, enl LTETenID 6T60Nl60 G)WIdh@H BTSN HEHELOSET, LIBISHIT6TTEnLO
srefled  LmisTeflseilenn Haemossr GUISTIDAIDDES HHHHD CsTewi® @ OCTHSS
OaTemnas@E (Bulk Amount) &L 63T 6160696V & MoTeNGaBLILIL (D BL 65T DI SFSSILGLD B)daHL 63T
QaTemsdE el Lomer (wol (Deed of Hypothecation or Bond) g6 surigdenasuimenflesimed Blenm
CouppliLBId. Y 6eoTTed BiF5 CBTemEHE 2 LG SL6T aUPRISLILLIOTLLTS. bHS (PSS
OaTemsd@rear (W Sy aufl (PpsHelGuBW DT LILBLD. 6uEId UTIYSMSWTETT 2 _Dey
(PEODEOW SIGLILIHLUITS DeUSHS BE SLOIHE Lnesiwins SUbE@BbTE6T, LImISTaTser e
2 _SHHIUTHD Sevevgl CFTHSIEH6N ST FH GUDLILL6ITD. B& HLeTssT QUITFIEITS
Gl LTEUITE0LD, LIMBISTEWTENLD 6UTIGEH NSO SH(ETh5 8 eupmisLILIBIS sTment.

BD&EGLS UTIYEENSWLTETT 61631160 BDEEHLOSHBTE DY EUGTIRIBET Dj6UTHI 6UBIHIHE)
SoLSHD bs eusmimseflar CQUOILHEE, (PaTy BlepGauDDUILILL  SeMLLOT6T
wpoullenesrs GO (Reference to the Hypothecation Bond) @@ 2 usLei Gsmflésnasenu
(Sub Loan Request) ell@uunt. @bz 2 usLer Garilbmaullst OsTems BD@ELoguUllet
OBTEmsWTS B)(HEHEGL BTG eukid (LT Sk SFlsSILLL 6T60meVUI6T &Lp DIsHL 6068
aupmidl  BDEGLH  YeuTESEpESTET  QBTHLILMTMEF  QFUIWD.  6UTIQHENSWITETT
QurmLassmer Qupmis OaTewih elhuemer peld HoLsGw BiHulenmed &Lemes
SsuaIGLITE H(HoLEF Qeasgieutit. SenLome (pHlulleT (s CBTmSEEGD (PeH6dGGW
W&HlewT ufl WL LILL H6TETHTeD 2_LI HLTBEHEE (PHSenT sufl SImaIL LILIBHsuSe0m6v.

gOMIDS EUTIYSEHBWITENT 6Tedled gOHMILSBE SWIITe G HBGW QUIT[HLS6rle
QU@ 2 U SLET CaTilemeamul (PTEDEULILITT. HLETS6T (6L b &flebaLin L
sreemevWlent &1 euPpRIBILIHL. gOMIDS eIDLIENSTISEET, DLV FDMIDS DL OUETIRIBEN6T
aumid ena THHE QBTHSHS LG Sila| CFuIg CBETHLILISET (pevld SenL @b Bldlulest
CLPEVLD &L 6BTH6IT iU IGLIT S Sl(HLOLIF OFISSHILHILD.

BEaLafsd sT6uGaememUIaVID 2 L1 BLaTEaTN6T (Lp(Lpd CBTens Db &flbsLILIL L SL 6t
TEVEMEVEMI LSDTLOTEY G)(HLILINS cumidlEeT Bouelsgis CoTeEnsed GoussiihiLd. QLIT(HL S6iT
auTgdenaWwTenT &L HUUTLIgCBW GmuusTted Gumplseflear evaulpriy FbubsLOTes
SGemassst  dywwrer  (pempulled  umdlEE  aTgsmawrenflemed  ETUNGsIILL [
amdlwre  oemen  LflFGHILLE  GouewiBd. QUITHLSEHD BeTEhFW  FTED6VSBEHLD
(Werpwras sTUUMIS Qb ed GoussiHb. sunidlseailear o arefliiiumer seuafliiy Wsaud
(PBEWOTETHTGLD.




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

RDDIENIDSHET:-

1.  @UenIHID GHMIGIST6VSH HL 6ITHENT.

2. BUeuihHibd HDE&ELS HMID GFHMILDS) CUTIGSEDSWITEIT (T () CULPBIGLILIL 6TLD

3. @auGeur(h ghmInd Sie0evE BDEELSH CHTENSEHEGLD H6vTH BTG SL6IT 2L ELETTHISET
swrfléslinl (B SL 6T auphISLILIGSIETDS.
ByewTigevid (pdHleny eufl G aflssiL 60 GoussiHILD.
BIETgevId QUT[HLSEHLD S6MEhdFl FTENEVBEHLD (PEDDOWITHS STLILMIS GFuwiLiL6d
GouessT(HILD.

GaiMmILDHEIT :-

I. ooLeys sLealed sLaT aupmslLLG QUITHLEBET TYSmBWTETIILLD enaweflsas
UILTLO6L 2L 6win suriidlullest s HILTL 1960 G)(HSELD.
BbUGmaE FLO sl Sl eupmSLILULH QUT(HLEST  euTigbmawemflL G
RUILIEHL SSLILIL (D) 2_L 6D 6UTIGSMSWTEMFILLD B)(HEELD.

2. SIdL6YS BL63E QUITHLSETEIT 2_FlenLowITeNnyTe euTigeHensUITeNT G)HLILITT.
BUGmaE 10O sL 660 QUIT(HLsaflssr 2 fleniowirenyme eurid G)(Ha@Lb.

3. SewLeyds sLar Guuilwe FlLsHar S aumdlaing Hpus CFasSTellLTed
GUQUIlwed  BLEUGHMS T(HSSLILIHILD.

BOUGmBE FL(Hd SL6T GDDalsd &L SSler S1p aumdlaing Slmous CFaishsmealiged
BTN (LPEVLD L 6N 6T(HEBSLILIHILD.

4. SMLGSLET  aupEIGL BuTg Gaum GLmsallsd udley Qi  GeusmniguiSlevensy.
BOUGmaF FL(HG sL6T supmidl 21 BT &EHHG STaniludeussdlsd LS 60
GousTHiHID.

5. ooLeys sLafld Hmwus CFasHsd CsTmsstspn adsramysdled QUL sst
aGelss ILEID.

BbUsmaF FLHS sLeaflsd QuTmLaeiler albLemes epsuld SlemLsslLBid Blgullenme
sL6 H(HLoLEF QFaSS LGS ETIDE).

6. SIMLOYD HLET 6UTIQHEMSBWTETT LISHLD é]@Lbua'F OCENSHHIUSHSTET G)LIT Q@]asmrrasés
sTenT LB GUTE) aupRIsLILGESTDS).

BOUGmBEF FL(HE SL6T UTIYSMBWITENT LISHD S(HouF QFaisgausnarer ST s
GMDAITES ST ILIHLD GUTE) auprRIBLILIHS ETDE).

2 @ifearhiT BT HIpsmIGar - (Domestic Letter of Credit)

gomindl BDEE0E  BLogEMmBHeN FOHUGHL  EUTIGHENSWITENT S6iT lov
FLowmsaNs QUTHLssT Fevaupenn 2 6TBTLIgCNBW suThidls QBTeTem (LPIQUID. DIEVEVS)
2 pusHEE Cohemeauwmer Goum 2 Ll QUITHL ST 2 6THTL 1960 auTHhIS CouenTigul(HEELD.
Bb BLOYSMBHEHEGD JNUTHEHHE BiF CHmALILBL. ws ST QBTHLILGTETS,
(PEITLIERTIONS  DIOUTH6NE) GUPERIGBIHEHHE ChIQUTs auprsGaesigullhsEL. Henss

@



SaTLLsHaTECM aumdl Hearg eurgsmaswTeny  FTilled QUIT(HLSEMET EUPEIGLD
QUPRIGBHTHEHHE 2 6THTLH [BTIWS HGH (LPILD  DleUTEeTEH  CaTHLILITENDESTes
QuTIIeoL FHMISOBTETEHD. BbH 2 aTHTL(H DI6V6VF 2 _6iTeeHT BITEIWS SHLYHHHETLILG
QUPERIGHT QUTHLBMT  aupmIBlI.H, GuTHLEMETL QUDMIECBTETLMFILD  DISHToug)
sumBIGLsUflLD QuTBLsemsT QUDMIBCETERILSDaTeT LDMIFFLH (Goods Received Note -
GRN) geitenpll QubHm OsT(H, ASHSIL 6T edleneorill Iguieneould CFTsHg) eumidld@, supmiELd
Gurg  BTEIWS &5 Bubsmersst Fflurs GmUUleT aumduleammed Qsm@lueey
QruwinGw. @@ Qurmlasr eupmsiulL KatarGy Gsr@luere GLHOUMDIEISTE
QUTIYSHENBWITET (LpeiTentGy QaTHLILIen6y OFuloug) HalToEslILBE SIS

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

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

sl Hevgurer] Hevmiens aumdulled GDéEd, ghmIod, WHmID SLEOBLHS
amdls Gremeu Lfleysefled Lewllurddl 30 aupLBIBEHSEE Gwevrs &FiauGsHs
AISSHB BLEUGEMBH6IED enILioud QBmemiLsu]. G)evnmiens eunidlule amluiy
LuID& Blewsowid, Bevmiens sumidlumen Blensowid, Bevmiens oGS sumidslullest
auL gl srilwmeowd, gomind HflelpsSesamu Cumsinm Blnsusthissrled
ausmeurengraseayd, eflfleyewgwrenyraeyw, vullpmelllureryrseyw
SLEOLWTDHOISSTDT].

OBTLILSEHSE) :
waWLSE QHTemeoBLd : 077 374 6600

Weremehasv : jesuthasS@gmail.com




IMBISUNUIED ASTLITUTST APMTLILY
PHBHBaBID, FLLL Lflesbanib

RIS UUIE ABTLTUTET APMSTLIL QIPHBHBHET

LW serrsma SLTbLs@ELd GUTSI (LpS6d HEULIeHLILT LISTTLOTS euyelsdlL 61]6UD'T®.
Harding VS London joint stock Bank Ltd (1914)

(e16flemild STBEFTEM6V PNV, “BENL (LPENDE SH6TdHE SMIILGHOHET” CULPHIGLILIL L &) 61631
GDOIIL 1S IQHLILNGT (LpS6L suFeneu STGEFTemeOWITELD cuFaledlL (LpLIguiLd)

aumdlwreny, eurgsmaswrerflar LeSSDE @@ BoUlsma QUITMILILITETT  Si6060
(Fiduciary) syevimed Gemimdls QameniL alghHled eweulibaEhsE eunidl sul1genuiF
Q55 Gouersi(HiLd.

1. Foley VS Hill (1848)

2.TSB centralboard VS Vincent (1986)

sHLULSSDE, CeuallCu G\mbHg CHTATMmT DIGHSLILILL LIGID 6UTIgSHenSWIT6Tl6s
LIGWOTLD 6TETMILD, S(HLOLIL SSHlEnI6T em6eushg Liswid Lol HiB eumidlullest LiswTom@LD 6eTesmiLd
STESTLILILL G

Balmoral supermarket Ltd VS Bank of Newzealand (1974)

aumidlwreny Grsflud sré@w sLlium® (Bankers Duty of Secrecy)

A. aurgsemaswrerflar sewd@ elugd GauefliLGSSUIULLE e FHlulsd eumid
QuIrmILiLTe GoussTHILD 6T60Td &TeuTdluig).

Foster VS Bank of London (1862)

B. Speumd  eaupsdled GmHHGs eumSlresng BrerE FhsIlLBISeTs L HLWD
Braflusams GeusilalHeug) BUITWILLTEULOTET QEITMI 6TEITD (LPLG6SE) AUbSH 6] .
Tournier VS National provincial & union Bank of England Ltd (1924)

(BDBLUTE umIElF &1L GFenTed H(hHd Siemodbalil HsTeng)

C. uTQ&EESWTET] @(hHeuJ LTFHITOTET GDoelwed CFwmesd CFuiusts Fblsdl5a)
QuITedlF Ty BEeusvEMm6N CaHm(HLOGLITE) SLenouller Bidlssb GeusiliLBES60mLd
1. Barclays Bank VS Turner (1989)

2. Initial services Ltd VS Putteril (1967)

D. auUTY&em&WTeN] &euibdlenest epigul LI6T6NJ &nl  oumidl il 6uTIQ&HENSWITENT]
OaTLIN Bysdlwsseaienamu Guesil LTgisTds Couest(Hib.

Thornier VS National Provincial X Union Bank of India

auidls Fnpm (Banks statements)

A. aumidld aappled smid Herg) Blenevenws THOETTED, eukidl GeleuTn SaMmISEOTS a6y
MeuHS OBTENBEMW LS 6ma LD GQLID(LPLGUITE).
1. Lioyds Bank Ltd VS Miss Brooks (1950)
2.Skyring VS Green wood (1825)

GO



. BUTIGEHENSWITONT 6uRISld npHmIbaEenet 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)

auRISlES anDOle0 BT 6uTy STEVLILIG S B@6i LIflFsvenet Qg Seupmest Ligleyssit
BHbaTeL auBIEUeST SaaTHSDE APWSHST GeussiiBLd 6TmID, HSTCDEL FnpHm)
Fflwiresigy 61681 SBHBLILIHLD 6T60D 6UTEFHLD B)(HHSTEVID 6uhISlS Fnphenm LiflFlevenest
QFUI%H eIl GeusTtTigul SL6HLD QUTIQEENELITET(hHEHE) B)6V6M6V.

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

amdld sapOled HoumIBHeT HLQEBTL(HOUSTS UTIQHEMBWTENT] JDHTC 6115
CLPEULDTEN @(h RLILIBSHMS URISLL&T gOLOSSHE QBTERILT6 aumidld Fnhenm
LIfl&F6vement Qauiwl GouswTigul L 6HLD 6UTIGEEDNEUWITEN(FEE 2 6u8T(H

Coasmat Singapore Ltd VS Bank of America National trust & Savings Association (1992)
sHOLTMSW JSSH5H SIS D(PSHSHBIGET STJEUIOTS 6URISS FnDHEnn
2 MIFILGHEHS Goussinguw SLLILITEH 2_6DLWOILIUJTES 6UTIQHENSWITOTET &T6suTILIH
dlesipmes.

Collettes limited VS Bank of Ceylon (1984)

LTSS T(HLILGTe BimiSs (Countermand of Payment)

A.

aumidl eriIGUTpGID BTBFTemevWIET GCBTemsulled Di6v6v, LTDTE BTGFTEMeLUIEHT
B6v555HB0BW HRISUNHEELD.
West Minister Bank Ltd VS Hilton (1926)

. BoL Bnss SileldHe0meng) sumidlullest enssEThsE ChIQUITES SlenL s Goussti(Hid.

Curtice VS London city Midland Bank Ltd (1908)

Sobs sTCFTMmE PETNIGE B(HLLILSSET 26 16 LIdSHemneans QFasbSHid aueny
Gar@liusielensst Bmiss (PQUD. ABTEuE OCBTHHEGD HWID  6UmJHELD
Qar@HLILesTeNenaT BNiss (LPLgujLb.

Chambers VS Miller (1862)

Siiaevs CBISSler LT  BWTwomeT  &Te0  6T60MVSEGHT  QaTHLILICTEn6
Gom G TesaTLT6L LITGISTLmL QLIM(LPLQULD.

Baines VS National Provincial Bank Ltd (1927)

QaTHLILTS BNSSILLL STCFTmeVE®E) aumidl Lswid CFaGHLCLTE DSl
QuuiestuiLd  (Payee) SBHSH WNGUSDE BIIOSIDD DO  aupBISLG.
(Qumiel Beg Blemevenw THHECBTETETEANIMED FTBTLIHTE LIswTSHeng LE6emIGLID
PYbSS!.)

1. Barclays Bank Ltd VS Simms (1979)

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

auTEemsWTeTy 6hs eumsluller 1Sg sTGFTme aumTSlaTTCIT Sibg eukISs
SemonsBs sTGFTMeL BLBINISSHHmS SiPlellds Goussii(HLd.

London Provincial & South Western Ltd VS Buszard (1918)

sugGeupumenflLid  (Receptionist) &rGsrensy GeLBlnsssms  sdlailliug)
GUITgILDTETTSH606V.

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

G



10.

11.

12.

13.

GorFIguITET 160608 kS sflsslnLTs s (Forged / Un authorised Signature)
A. @ autysemaswTere Hre &TCFTemeLUTsd H&EGWITLILILD G)L6l60en6v 6T6ITmI FnplerTTed
Ui QUITMILILITELD.
1.Bank of Ceylon VS Kolannawa Urban Councial Ltd (1949)
B. sL$s0 Gasriuriign@ (Estoppel) oemww sumgéenswmer] QFwdUlLTed eumid
QUTMINILITES T LTS
1. Green wood VS Martins Bank Ltd (1932)
2.Brown VS Westminster Bank Ltd (1964)
C. sl (h& SHHS QEID6D, WLHDEUTHEHDLW MSQWTLILGmS GCreFgurs G L
BTGFTMEVEE, sumid) QBT HLILETm6 CLoHGSTEITLT6) GQUITMIILITELD.
Jackson VS White & Midland Bank Ltd (1967)

amdl  gaar  Smensar uleid  Ff  Seuaumdular  GeusfliBrHsafNey 2 _sitem
dewensenmulenid  &#f  oiESlemensst @it sellsails  dmenserTaGeou
&(HSLILBILD.

Prince VS Oriental Bank corporation (1878)

QUTYSEMSWITEMTlesTTed emeulilled GLLLLL &TCFTENY HTemeuLITouBDE (LT DIBDE
adlyrs sT@FTemevENW umIhHTeL GUTHW H  FeveorHall Sg aumidl sTCFTEMsVMI
Slmlueomid.

Bevan VS National Bank Ltd (1906)

2 _6wTIQUIEV6TT (LpEBLILY 6T6ITLIZ SibS 2 6ueTIQUIeVleT B)(HLIGSS S eHSTUILD 2 _6T6eTL &EHLD.
Arab Bank Ltd VS Ross (1952)

sLATUL CLTIG@D LT CaThHCHTaIGEEGD HmLBWw 2 6er 2 paybd, eumidldsELD
2_ewrguwsnev GsmeTeussia] GeuiLiahEHE@D GenLGuiujeTer 2_me b GeumTereneuumGLb.
Mathai and others VS Palai Central Bank Ltd (1962)

A. YreslLGSSLILLTS STCFTemeVEmW LOMILILISDE) 6uriels @ HHBTTLD 26531
Commercial Bank of Australia Ltd vs Hulls (1884)

B. dladl @LULLTE s18aTemsy gaiidlenet seusbSHmLiLious Sadlulemer GG Byl
DB\BTILD QBT EIOTL U] 61637 & JSHHBLILILL G-
Griffiths VS Dalton (1940)

QUTIYSHENSWITENT STCEFTEM6V 6uenTULDBLITEI BlUITWILOTET B6eussid OFaIHSiH60 Goussti(HILD.
1. London Joint Stock Bank VS Macmillan and Arthur (1918)

(OaTems £2 - QOHTens £ 120 91L& WTHOUILILL &)

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

G2y



14.

15.

16.

17.

18.

19.

20.

21.

22.

A. @SS FHs FIDSSSH0IL 6T SIAUT @ (T UTIGSMSWITEI] 6T DT 60T
Ladbroke VS Todd (1914)

B. dlywoworenr  (pempuled  aumidlulled Gemeusmwit GUDMI UBSTEID &nl  Q(HEUH]
QUTIYHENBWITETITES SB(hHS (LPLGWITE.

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

C. aumidl @houhsE sausdemer rwbllsEd Gurg eumgsamawrenflear Gsrided
Gar@riusuflar Quuiy elursHems PTG Al LN D606V 6D (PIgHs GLiewT
ereeflest Seufleir sewsteuallest QT QarBHlLefler aluydbms SPlwrg el Lenio.
BUTEITD B&6UGLBEMET GLIDTG! Q6T Ui QUITMILILITELD.

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

AITYSHENBWITENT g SHeibHled 2 sien 168 (ppsusnsuid Wt Gumid Gurg g
BETTEDHET (LPHIEUSTE DIEHLOWILDTL L TG
Wilson VS Midland Bank

aumidlulenmed HPyYNISSILLH euTgSmSWITENT (houflest sewrdbdlene epQuIGLITEILD
3G BWTWILOTeS &T6v M6 H60 D606V 6T6T & JEUT6EBI S
Prosperity Ltd VS Lioyds Bank Ltd (1923)

auTgdenswrenflesr Fbwsileard eTssnn auyey e alugmissmst LINOSTH sunidlsE
QULPRISlESTTEV sukId) QUITMILILITELD.
Turnier VS Royal Bank of Scotland (1999)

siEE Hods (WpatarCy (pHLH PBerFmear aupmidlaTed DT SlerGL
QUTIQSENSWTEMTT S alBeury.
Woods VS Martins Bank (1959)

urgsTiHOses emeulilled G Liin’ L Gummlasit (Safety Locker) 16g) sumid Lmgglw
2_flenenwid (Lien) QasmemiigheaTgl.
Brandao VS Barnett (1846)

auniSlulesT GeFemeuds @ HILITWILOTEN S (GLILIGNTSHMS UTQSHemsLTET] CFaishs Gousi(Hib.
Benson VS parry (1780)

s18aTemeLUlle) “maBLTDHGSBTHE” 66D GNGGS Carh BHausemed Gumieilullest
Fpliumen 2_fég UTEHSTHSLILIGLD.
Nagoorpitchai VS Kanapathipillai (1963)

AUTYSEMBWITEN(HBE cumidl P(psd SYsD euPEIEGLD CUTE WOEMD DUSTEILOTES
auLprRIs Geussii(HiLd Geuplest QUITMILILTELD.
Compafina Bank VS ANZ Bank (1984)
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23.

24.

25.

26.

217.

28.

ok HBEILSHEMET eUPEIGLD BuTgl SOOI (psiTem HdeuevEaM6T griLienLulled je0d
TGS Chyemwowrer (Ppewpullsd aupmis CeuemiHb Geuall GLmisellsd G)\(HHS
BBEULBENET HITL LG CULPEISS Tl TF).

Hedley Byrne & CoLtd VS Heller & PartnersLtd (1963)

HEWToUETT  LOEWETE Gnl (Hd Sewddled GOIILTET D606V 2 L SlenLWITE  6T65T6wID
Goumielgonas B)HéEwTulsT tenpsSlmriGumy elld tyGuirdlssiiuL om Lrg).
Marshall VS Crutwell (1875)

anl hHosansdled sall @meuflar GUWfe s 2 Sz76; QUOISL &g DissEISE
2_eiter S SHlemwt L9551 emeusGev (Attached) oy smg.
Hirschorn VS Evans, Barclays Bank Ltd (1938)

QWG| UITHEUHEBE HL6IT UPHRISTTEL QUUBSLD UNIBTEGHD ST 2 SBTOUTH(LPLD
uPlHTGLD.
Coutts & Co VS browne-Lecky (1947)

A. argsemaswreny 17 eawdlmers Oarenigmbs GuTg Smer 18 euwiglemest
SWLBGINN LT eterm Gorgiguirs eumidl @eardlenest BHLF QFUISTE QUITDILILTS
GeusstTigeu(HLD.

Sathappa Chettiar VS Thaha (1937)

B. pgloaip Sigiogliled sarmer wpwawuglanrs UiSHpBlssaiubssd ok
ugTwenLwrseufletmed spLenet QeFlwliLl L SenFwrd QFTsHg! Dig) alDeasluL L
FHBTLIL GLDBleme0HmeT &([HSHl60 OBT6T(H CFeOILIGUIDDSTS S(HSLILIL LOTL LTS
Wijesooriya VS Ibrahimsa

BGrafld@ELb suridlwimemflesr seussuTsnd (Collecting banker's Negligence)

A. sbualsE CFasHs Goussigw sTGFTmevenWw b sSbueflulle LssiiuTeTy Herg
SeNUILLL H6w1Sl60 U6y 06USHH60.
A.L.Under wood Ltd VS Bank of Liverpool & Martins Ltd (1924)

B. srflureow s1Garemevenw Sibasrflwreow omfluiy serg seflliul L saudbdnhE@ auyey
EMEUSHH6V.
Ross VS London county Westminster & Parr's Bank Ltd (1919)

C. uRIGLMWEE GFrGauamigu sTGFTMMW ABDE 2 flewo Heveors 3 BLIfles
semsSDE CFsfldHH60.
Baker VS Barclays Bank Ltd (1955)

D. @ wasaflar saliulL sonsdhE Sarg  (pHoaflar sausdlsd  B\HbE
STCFTENEVHEMET GUT6Y HEUSHH6V.
Midland Bank Ltd VS Lioyd's Bank Ltd (1956)

F. eflwruryd Quujser siLenerd L sShE Sienww elurumgll udleys sraibisemip
Ui o TmuIge0 GeuewT(HILD.
Smith and Baldwin VS Barclays Bank Ltd (1944)

€LY



29. 2 ggrearsmser. (Guarantees)

30.

31.

32.

33.

A.

B.

2 _557uTHbE eunidl Hsaus0sEmeT GousiiiLBdHs Gousmiigut SLLILITH B)sOenev.
Cooper VS National Provincial Bank (1945)

auTydemnawrenfler sewe@ GusvdlaliLpm Blensoulled GHHSTOILD 2 SaTaTHs®E
(DSBS np GeueTigul BLewLo aukISlS@E) G)60m6v.

Hamilton VS Watson (1845)

. 2 _SarauTHD JeflSHe] ST 2 SHTaMHD leMdHs OHTEmBSE GL6VTS HevTddlsd

sugeys6iT eUBLOL S8 2_SHTeuTSHSHle0 BB el@eldsiLiGeu. (P.O.D Limit)
Westminster Bank Ltd VS Cond (1940)

Gwevdlaliupm 61hs CrTEssHSHD&ETs aumEuleamed CaTOssILLLBST ghGam)
BBT&SSSDBTE LIWETLHSSLILLLTEVID 2SS F6eurd QuITrmitiLimeury.

National Provincial Bank VS Glanusk (1913)

aumgdenaswreny BlSulwed Borsmensdd omd 155 sRSBETDTL  D6urs)
2 SgIamsld GUDLIL®G (peien] eumidl DeuHEE BHlFHulwed o GerFmesenen
auprdlupeEs GouswiOb  seauplar sHmasuleord Geveurda@ (Undue Influence)
SiglitenLulley sumid QUITMILILITELD.

Lioyds Bank Ltd VS Bundy (1975)

Brewi(H Sievevg BHE COLlL 2 FsrauTdlssr 2 ssransd afs@Gn GG
@7 2 saraurdleow GuTmLiled GBba aHlEHSTeL HMDW 2 _SHTeutdlser
2 _SHTUTHSHS0 B)\(Hbg eHelbarILIBeu].

Barclays VS Trevanion (1933)

2 _SFHIUTHEHS0 BI6IE BUTSHHT 2 _SHIMTHLD 6UPEHIS B)ewimid Py BLITEH6IT
oL B »&QWITLILILOL B Bressmeug) BLT Letern ens@uiriiub GHeury et i Sluflsd
kgl (LPHLITHISHMS CUPRIEIDITE)  FemaTl  (LaIHD 2 SHSIATSHHH0  B\(HhS
aGelsarL@Beu].

National Provincial Bank of England VS Brackenbury (1906)

QM Uds N&EE Bné@bOUTE Sieuys) OFTHg5S6 WTad Sieu] FTibs LiHs Gasrealedlsst
alaTyréHlubsBsa GFammenLujLb.

Indrasumana Thero VS Kalapugama Upali (1966)

STULNIHSETET DiBBmD, STULNISI L s siBdsLILLL ChydsHled ol HIb G)HbSTG
Gurgiomerg.

Dalby VS India & London life Assurance (1854)

susTenwi’l QUTmISseuengulled sLbLe Geum B)wid@ ey ser Geum).

Salomon VS Saloman & Co. (1897)

uesflliLimeny @heuflest QErgHg sbLeTluleT BLanIGE Lenesiures eupmisliLl gHLifest

sLen6 LS6nF OFISHSTS L SHg LTTCL BlennGaubmev ghmis QBmeTemiiLL & Falguig).

Hatton National Bank VS Somathapala Jeyawardene & others
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34.

35.

36.

37.

38.

39.

40.

41.

LIBIGL6DLDEE) (PHLIGSILD GULPRIEIGITED 61606V LIBISTEN(HLD SelldgId @(HLilgsibd (Joint
and Several) QUTmIILIT6U.
Kendall VS Hamilton (1879)

uBigLemwulled umsTery uie] GQuODET SurgE CQUWT  B1YSHSSMmevLILeD
STEOTILLLT6Y DeUTgl COFTSHHISSHT “H65T HeupTed SenL LB’ (Estoppel) &&gious et
SIgUiLenLuN6d LIBISTET QUITmICILITeuT.

Tower Cabinet Co. Ltd VS Ingram (1949)

UBIGLeDD  elwrumy  BLeugsmaulsy CrréssdnE ypbumer @@  UmkisTerflet
BLAUIGEHNES(E) LIMIGL6HLO [Bimieustd QUITmILILTE LoTL L Tg).
Australia Union Bank VS Fisher (1893)

(PBEUT H6315) HESTEDLOMWILILD (LpSH6L6UTI6TT BETTENLOHUILILD B6VEBS Fnl M.
Amstrong VS Jackson

paeuy (Agent) sengl uenileow pmd Curg gHUEL CUTMILILSSEHSE
BLOBLTSSTouTSLD (Indemnity) aULpmIGLD SL6MLD (LPSHEV6U(HE S, 2_6wi(B. (principal)
Adamson VS Jarvis (1827)

el BLHSOBTEIH BHlevsSled meusg Hubsy Frsermasst (Machinery)
YL O g@Lllesr Siemeu SienFWTE QFTHSTHH SHSLILIGHLD.
Bridie VS The Attorney General

amdlds smpPled el L seudener sumidl s Kgs@h GUITE SisToug bSHS
BHEUHD CUTLGHENHUIT6IEHT S63sT(H LGS (LPEITL| SIS Seunl euleslullesTed SHl(H&SIILLEVTLD.
British North European Bank VS Salsin (1927)

BewiHdled 2 6o QOBHTEHSHWTENFH UBRISUNITEL HUNIHEOTS LIDDIHOUSSSTE DS

QUTIYHENBLITENT H6euetTHHl60 QaBTeuti(h auHLLBLITS! Digi sumidlullestmed & FGFILILILIL 60TLD

B)HBMBW HAUDIGTTEL UTIGHENBWLITET(HEE) FOLIGLD BL LSS DG eunid QUrmIiLmEGLo.
Collend VS Manchester & Liverpool District Bank Co. Ltd. (1909)




BB ulwed asmLTurar FLLinffa)sar

asTCaTemevsma (Cheques)

A.

B.

STCFTemEUINETT 6UEMT a6V & 6ITTLD.

T2 &.FU LD 1882 Lfley 73

Fadl BLiLLTs s1@FTeme @ahlemet meusSlHLiLeus Slademw GG By
SABBMILD QBT evtTL 6.

or.o_ &.&0 Lb 1882 Lfley 20

Uhdad Lol L srGemensv FL LT SHwimengi.

T2 &.&FU L 1882 Lflay 13(2)

sTBFTm6v eiTlsd “Gas6itall” (On demand) sTevTenid LIGLD BTRTLILIHEUS6O6M6V.
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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,

a®



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 ofthe 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

K2



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:
e Whattype oftraining to be provided,
e Towhom itshould be provided,
e Whenitshould be delivered,
e Who should deliver the training program,
e 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
¢ 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
e 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 Jaffna 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, Jaffha 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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Very Good Advice from the Worlds 2nd Richest Man

There was a one hour interview on CNBC with Warren
Buffet, the world's second richest man who has donated $31

billion to charity.

Following are some very interesting aspects of his life:

1.He bought his first share at age 11 and he now
regrets that he started too late!

Things were very cheap that time
Encourage your children to invest
2.He bought a small farm at age 14 with savings
from delivering newspapers.

One could have bought many things with little
savings

Encourage your children to start some kind of
business
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3.He still lives in the same small 3-bedroom

house in mid-town Omaha , that he bought
after he got married 50 years ago. He says
that he has everything he needs in that
house. His house does not have a wall or
a fence.

Don't buy more than what you "really need" and
encourage your children to do and think the same

v nidokddos org
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4.He drives his own car everywhere and does
not have a driver or security people around
him.

You are what you are

5.He never travels by private jet, although he
owns the world's largest private jet company.

Always think how you can accomplish things
economically
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6.His company, Berkshire Hathaway, owns 63

companies. He writes only one letter each

year to the CEOs of these companies, giving

them goals for the year. He never holds

meetings or calls them on a regular basis.

Assign the right people to the right jobs

www midokidos ong
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/.He has given his CEO's only two rules.

Rule number 1: do not lose any of your share

holder's money.

Rule number 2: Do not forget rule number 1.

Set goals and make sure people focus on them

v nidokidos org




8.He does not socialize with the high society
crowd. His past time after he gets home is
to make himself some pop corn and watch
Television.

Don't try to show off, just be your self and do what
you enjoy doing

9.Warren Buffet does not carry a cell phone,
nor has a computer on his desk.

9.Bill Gates, the world's richest man met him
for the first time only 5 years ago. Bill Gates
did not think he had anything in common
with Warren Buffet. So he had scheduled
his meeting only for half hour. But when
Gates met him, the meeting lasted for ten
hours and Bill Gates became a devotee of
Warren Buffet.




e

"Stay away from credit cards (bank loans) and invest

His advice to young people:

in yourself and Remember:

. Money doesn't create man but it is the man who

created money.
. Live your life as simple as you are.

. Don't do what others say, just listen them, but
do what you feel good.

v mdolkidos org

D. Don't go on brand name; just wear those
things in which you feel comfortable.

. Don't waste your money on unnecessary
things; just spend on them who really in
need rather.

. After all it's your life then why give chance
to others to rule our life."

wivewy mdolkidos org




"The HAPPIEST
people DO NOT

necessarily have the
‘BEST’ THINGS.

They simply
APPRECIATE the

things they have”

Let us choose a simpler and smarter way to live...

e e

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 !!!

<>L>LISLISLISLISLISISLISISLISISLISLISLISISLISISISISLISISLISLI>ISL>
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!!"

<>L>LISLISISISLIOISLISLISLISISISISLISISILISLISLISLISLISLISLISLI>LSL>

Dont laugh alone, share with others

©3



Our sincere thanks to...

& ©
@;ﬁ. ¢ The authors of the articles who have taken lot of pain to prepare §
% their contributions. %
&% =
% % The members of the Editorial Committee who have amongst their §
g wao e 8 ¢
N busy schedule of program managed to co-ordinate with the press. =
g €
=) g
@_ % The A.G.M (BOC-E.P) and his staff who have been assisting us in z@
@;%. distributing our magazine in the Eastern Province, following the §
% path of former A.G.M. Mr K.P.Ananthanadesan, Mr.S.Vimalachandran §
= the Relationship manager Recovery - BOC who is looking after the §
g
b i s €
5‘ Colombo distribution, (Anticipated thanks to) the present Area ’?‘@
§ manager - Wanni and the Chief manager, Vavuniya Branch and also 'z@
g our area representatives. e
&% =
3, €
&% =
@. % The staff who have sent photographs from Various Branches and §
%— Mr.K.Kamalasegaram, the Joint secretary of the Northern Province %
§ Bank Pensioners' Association. '@‘
&% =
g, €
S & The "Gruru Printers" Thirunelvely for providing their continuous e
“ 5
@;%. service by printing the magazines in time. §
3, €
&% =
g, . . €
= Thanking all of you who have directly or =
&% =
% indirectly involved in our activities. %
&% =
“ 5
“ 5
“ =
o ¢
e -
- -
.;‘@

%

-I NN ENeNe NN NN NN e e N e e

o4



	Page 1
	Page 2
	Page 3
	Page 4
	Page 5
	Page 6
	Page 7
	Page 8
	Page 9
	Page 10
	Page 11
	Page 12
	Page 13
	Page 14
	Page 15
	Page 16
	Page 17
	Page 18
	Page 19
	Page 20
	Page 21
	Page 22
	Page 23
	Page 24
	Page 25
	Page 26
	Page 27
	Page 28
	Page 29
	Page 30
	Page 31
	Page 32
	Page 33
	Page 34
	Page 35
	Page 36
	Page 37
	Page 38
	Page 39
	Page 40
	Page 41
	Page 42
	Page 43
	Page 44
	Page 45
	Page 46
	Page 47
	Page 48
	Page 49
	Page 50
	Page 51
	Page 52
	Page 53
	Page 54
	Page 55
	Page 56
	Page 57
	Page 58
	Page 59
	Page 60
	Page 61
	Page 62
	Page 63
	Page 64

