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QFHefleursd Gl 19BHBTL LLILUL Lendll Guimedr mi
QRISHOBTI0 BpieuerGioTersler GgHeneusmulL
QUIT BIS SHEUDT Dk eMETTLLITETTT SH6IT BT RIGBETHLD PCT
LUTEnHUTeL HTeor LiLierd CFuIdlerCmmid. S emev
DFH ATF SLGBUUTLIQEL RbbHd  GeewrGLom?
DILELGHI STFTEL 2_FHe CQFUILILL G 2 HaCWITH

LiTeuoMBm  SiemLILTed SLGLLGSHS GouestBLom?

6TETLIFSI60 DL BLD BT BT @resorLmbll LNfbE,
IATF RIS QT emB 660U MId HIeUHM GO
Furid QFUieudBGL MNGLUTE dbBLiLand
D EMEIWLITETTHET  FIL_1QSHBTLLQUIGTTETEONT.  6T601601
BHTTONDH H M0 DHel OCHeNTaUdH HIM &HLd
DB BV BWHL BN LNeom or6m0N b B BTL B
WHeSL Lmenideflel @QPHUIPH B0 gBuUBIH S
BIDINHENBHESID D660 GBIy G Rbd AT
SLBUUTLLIT6D BUTHET AemP M(bLOLIETEL6m6V.
SOUIT, 6760 eI QILIT DI HEUDT b 6D6EIOILLIT T T
dHeMer GuraieuTer Furiaiseer FmiensudsGsv
@& 2 M6 HSTllermew QFFemuullen L6
DRIBDHBHAITH6NT QBHDHBIQUTL ML LILIL B6IT6IT6oIT.
Q®eTed DUMFFeT QD (1pHB W LICTTememtd
6THITTS BTD 6UTSHH6MNBH BTV BTLD Db eMETTUITETIT
H6Medl eNBLILIENT BT HMEMHEMGHUILD (LPBHBILP(LD
HTH B THBOCWTD 61601 CW DT H BHLILGLD.
I HMNHHT0 @ Feililerani elal BICD TF
QURIAS QT NS0T DAMIDBHGSWTM RFFemL
SIRIBDH BT HMTHCHBL. B (IPIQUITHIT HEITT S
aBCeuTid. @& 2 _euienWTerCHTT HBagL LD.
QFFenUuTer QB6rTTeN AHARIBDHHATHET PHBSH
GTNRNTH HM6Y BTewllGUTESIBTT BT 67600 Ml

61601 H D O HfLIeNe0em6V.
FUTHBTWEDT: 6JHTeudl Gosuld 6X6uTHLD ? (QLOEITEID)

NCrmMa& & G abernmen Dim &I He6uenT
LIGIeDT HELOT B HHemLDH B3 60T.
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@ WHAT INFORMATION DOES A BANKER NEED TO STOP A CHEQUE?
-To stop a cheque, a banker need the following information.
= the cheque number
e the date drawn
ez the amount of the cheque
= the name of the payee of the cheque.
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sranNGHLESS BANKING

"There are no rules of architecture

for a castle in the clouds"

Branchless banking was an imagination that
many futuristic thinkers dreamt of as a possibility in
the distant future at the dawn of the twentieth century.
Buttoday in the twenty first century it has become more
of a reality with the advancement of mobile
technology. Banking itself has become a castle of new
frontiers for innovation and change, thus making it
absolved from any rules of architecture.

1. Introduction

From the time modern banking commenced
about five centuries ago in England, the image of a bank
is well fortified and secure place made out of brick -
and-mortar where people could confidently deposit
their hard earned fortune without any fear. This was the
common belief and bankers lived up to the ambience of
aloofness and coldness associated with detectives and
police officers guarding prisoners, which was the
normal set up within a branch then. The banking sector
at that time could hardly be regarded as a model of
innovation. Indeed, its tradition, probity and the
established ways of doing business had been a source of
pride to the sector. Banking which had been
characterized by its "tried and tested" processes of
service delivery is greatly affected by the

environmental change.

Gibert K.Chesterton
Chundika Ariyawansa

Emergence of technological innovations such as
computers led to a change in how banking had been
conducted in the early 1980s and subsequent change
that followed with the deregulation which were so

quick and drastic, the entire industry leap frogged in the

context of delivery of service which don't traditionally
come under the purview of banking. Changing
consumer behaviour and the needs, globalization
disintermediation and the emergence of new financial
service models are all dynamics in the financial service

industry (Chorafas 1988:Chen, 1999; park 1999).

2. New delivery channels
2.1 Internet banking

Internet banking
gives the industry an @
electronic and remote ©
distribution channel. it ©

presents an electronic E
marketplace whereby
consumers can conduct their financial transactions on
a virtual level (Reiser,1997; Daniel, 1999) The
advancement of this innovation occurred world wide
with the introduction of internet only banks as smile
and Egg in the UK and Security First Net work bank
(SFNB) and wingspan bank. com in the USA, to name
but few.

Internet banking is predicted to transform and
revolutionize this traditional industry (Mols, 1999;
Daniel, 1999,Carrington et al. 1997) Banking activities
are easily digitized and automated and, thus, form an
operational perspective, lending themselves to the
internet (Elliot and Loebbecke, 2000; Daniel 1998;
Cervantes, 1997 Morgan Stanley Dean Witter,2000)
The potential competitive advantage of the internet for
banks are in the areas of cost reduction and satisfaction
of consumer needs. Costs relating to electronic
transactions are a fraction compared to those conducted
through the branch or even through the telephone.
Yakhelef (2001) reports that a traditional payment costs
$ 1.08, whereas on the internet it is 13ct or less. The
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internet also offers banks the opportunity to meet
customer needs better through enhanced interaction,
data mining and customization. The reduction of costs
and increased customer satisfaction makes the internet
essential.

2.2 Mobile telephone banking

Along with the internet, mobile telephone
banking has become a very popular mode of accessing
accounts, especially among those who are on the move,
particularly the younger generation. but quite contrary
to those beliefs, countries in the dark continent, Africa
and the latest economic power hub of Asia, India are
poised to gain through this technological marvel as
those countries are home to billions of people with no
access to banking facilities. The predominant
livelihood of many in those countries are either
agriculture or animal husbandry. Therefore in this
context their limited means are not attractive enough
for traditional bankers who depend on the conventional
model of banking Where only affluent people are
considered as viable to deal with banks. In contrast to
this view C.K. Prahalad in his book "The Fortune at the
Bottom of the Pyramid" says that the technological
innovations should make transaction costs lower
thereby marking the poor viable source to deal with,
thus realizing the immense purchasing power hidden
within this section of the population

The phenomenal expansion of mobile phone net
works in Africa and other parts of the world provides an
opportunity to operate virtual bank accounts through
mobile phones, either through menu driven systems,
SMS (short message service, or text messaging)
technology which is already being used by millions.

This option has the significant advantage that the
distribution infrastructure is already in existence-
through millions of mobile phones.

2.3 Rural Kiosks

In India the second biggest bank ICICI has
partnered with other E-service providers like EID parry
n-logue, ITC e-Choupal and BASIX to take advantage
ofthe rural kiosks network they each have established.
Through this arrangement, the bank has established a
cost effective mechanism to serve the rural poor.

2.4 Smart cards

In India ICICI bank is researching the possibility
of implementing a smart card based payment system to
eliminate the costs associated with cash handling. The
two key challenges that must be overcome to extend
banking to the rural and poor population are
elimination/ reduction of cash handling and innovation
of lowcost delivery channels. Smart cards effectively
harness the technology advances of the new economy
and apply it to the old economy. By combining the
features of a smart credit/debit card with the advantages
of storage capacity the smart card provides secure
identification, a value store and the ability to function
off line while maintaining an audit trail of all the
transactions.

The following graph amply demonstrates the
cost effectiveness of delivery channels discussed above

compared to traditional brick- and- mortar banking
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Figure 1. Iiustrative transaction costs per dstribunion chanel iguwoted or Ketley aned Db, 3003

3. Sri Lankan Perspective

The annual report of the Central Bank of sri
Lanka for the year 2007 states that at the end of year
2007 there were 23 Licensed Commercial Banks
(LCBs) Operating across the country through a
network of 1,934 branches and 2,269 other outlets. it
further states that complementing this network there
was a gradual shift towards card based payment modes.
This was evidenced by the existence of 1,422 ATMs
,12,214 Electronic Fund Transfer facilities (EFTPOS)
and 16 fully fledged internet banking portals. Apart

from that the total number of credit cards have
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increased to 889,780 as against 811,289 as at end 2006. this "free" time, the human tellers will become more

Accordingly many banks have introduced IT based involved in selling. Therefore the human teller, like
innovative products like mobile phone banking.

The latest internet usage statistics in Sri Lanka
show that only 3.7% of the population have access to
the facility whereas our giant neighbor, India is ahead
of us at 5.2% singapore is 58.6% and in malayasia is
59% This shows where we stand compared to other
Asian nations on the rapid path to development in
Information and Communication Technology, which is
aprerequisite for branchless banking.

4. Future of banking

In spite of the fact that there are many
sophisticated banking channels, it seems that the world
is yet to realize the full potential of the cheapest
medium of conducting banking, internet, due to
infrastructure issues. particularly this is true in the
context of developing countries like Sri Lanka, where
an enormous cost of acquiring and maintaining internet
facilities could not be easily afforded by an average
individual However a question arises even after making
internet widespread could there be a total shift towards
abranchless banking set up in the near future?

To find answers to the above dilemma, few
researches conducted in New Zealand, Ireland and
USA on Internet Banking have been considered.

InNew Zealand, the research concludes that the
majority of conventional bank branches will remain,
despite technological advancements. In spite of that the
role of human tellers within these branches will change.
As more and more banking transactions move from
human bank staff to self-service technologies
(including off-locations, in the lobby, and in- branch)
human tellers will have a reduced workload. To absorb

Chundika Ariyawansa is an Associate Member (AIB) of the institute of Bankers Sri Lanka, Associate member
(AMIPM) of the Institute of personnelManagement and member (MAAT)of Association of Accounting
Technicians of sri lanka. he is also an affiliate member (AMSLITAD) of the Sri Lanka Institute of Training and
Development.

Chundika is currently reading for Masters Degree Business Administration (MBA) at the postgraduate Institute of
management (PIM),university of sri jayewardenepura, sri lanka. He has also followed an advanced HRM course at
Indian institure of management Ahmedabad. Chndika counts over 19 years experience as banker and commenced
his career at sampath Bank in 1989. He has extensive exposure to Branch Banking and served as a Branch
Manager. He has also dained valuable experience in International and Credit Operations areas in the bank.
Currenly he serves asthe Manager-Training at Sampath Bank
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@4/VG/NG FACE OF BANKING WRNWS

JOUARDS BRANCHLESS RN

Banking in an

Oligopoly Market

In 1961, when 1
joined the premiere
State Bank, there were
few banks in the
country and most of
them did their business
through branch
networks and the
number of services that banks offered was relatively
few. At that time banks offered the traditional retail
banking services in an oligopoly and unsophisticated
market, with branch networks oriented towards money
transfers and collection of deposits. With deregulation
and the open economy the banking beyond 1970s saw
the state Banks losing their market to new local banks
and foreign banks entering the market and establishing
branches in the country. while these banks started
opening their branches state banks opened a branch
network of Agricultural service Centers, to conduct
development banking. the banks knew their roles and
customer segments. they delivered products and
services to those markets. This Provided healthy
margins and profits and this was adequate to go around
and support all their branches. However, it was a slow
evolution, Even though, the branch networks are still a
main channel of delivery, the position is very different
today.

Entry of Non Banking & Financial Institutions

Non banking and financial institutions have
entered the retail banking market. New financial
players claim their positions with products and
services. what was earlier exclusive ground for banks is
no more. So the banks business as deposit taker and
lender of funds pooled is certainly under pressure.

The new competitors do not have extensive
branch networks and hence they operate on a low cost
structure. These new entrants are able to compete very
effectively on price against the banks. Hence they
provide services of banks without comprehensive branch
networks through technology driven delivery channels.

In this scenario, the banks have to survive in
highly competitive, sophisticated market and could
continue the branch network only at high cost,
Traditional banking perceived delivery systems which
were introduced for fund transfer and deposit
collection were very costly.

Customer Bargaining Power

Today customers are very demanding. They are
more selective than before and will shop around until
they find the best possible products/services at the best
price. The customers are no longer pleading for loans
on the other hand banks are actively selling loans. Like
in any other business banks have focused on their
business to serve the customer better and offer a wide
range of products because the customers believe in
doing "one stop shopping" across the range of services
offered by the bank. Banks too aim to cross sell their
products. In modern banking, the banks focus their
attention on servicing the personal and corporate
customers. They have retail Banking services which
serve the personal customers while corporate banking
services serves big business companies. Corporate
banking is not done through the branches.

R.Villavarajah
Former AGM BOC

Influence of Technology

During the past three decades there had been two
major influences on the banking industry, they are
technology and the changing habits and expectations of
customers.

The traditional lending and credit officers/
managers have been replaced by a centralized system
through a virtual banking linkage with all branches.

Fibre optics (plastic cards), the developments in
computer networking.  computer chips, wireless
technology together with internet have presented a
new banking paradigm both in terms of new lending
opportunities. And operational efficiencies this has
brought new dimensions to credit and operational risks.
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The changes that had taken place in banking
through technology are;

Branches have become part of the
Centralized Operational System in the Head Office.

Functions, Informationand date ofall branches
and divisions are available anywhere and at
any time.

Personal Identification, recognition and
interaction provide self serving delivery channels
and there by an enhanced service to customers.

Home Telephone, mobile phone, PC deliver access
to menus

Credit and Debit cards have reduced the use of cash

Systems provide facilities for Sales, Service and
Product information.

24 hour of business

Therefore, the development of technology and e-
commerce have brought the bank and the customer
closer. The whole world is available through the
computer screen. New processes show the overhaul
traditional banking had undergone and the new shape
that had taken place in banking. By using electronic
commerce in online banking operations the face of
banking had changed altogether. Distribution and
delivery are being done direct from the bank to the
customer bypassing the branches. The banks are now
brought to the customer via the internet, for which
earlier, branches were the only distributing or delivery
channel.

New Delivery Channels

Now ATM s are installed at supermarkets,
hotels, restaurants and other business places and
locations where they are wanted, as banks bring their
services closer to their customers. The functionality of
ATM s have grown with almost all banks introducing
more sophisticated products. The transactions performed
by telephone have increased tremendously in the past,
along with PC based banking. it is in this context that role
ofthe branches are shrinking by the day.

Internet Banking

Originally centralized banks delivered banking
services through branches and branch banking was
developed to distribute the products and services to the
customers. In this scenario, the branch was playing the
role of an intermediary between banks and customers.
However, the development of business, strategies based
on web technology have to a great extent distracted the
intermediation role of the branch. In the present banking
operations, financial disintermediation has begun and

thereby the bank is brought to the customer via the
internet. This is creating an opportunity to embrace the
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@Qﬂ@gﬁé@@&)@&nm (Corporate objectives)
eTLICUTHID BB BT HBleor eMwTurT GHnSla G et
BHOT DN E B AINBHHOWTEL  CFwuBLTdH
FHeMest  (pbaSWIDTeT 6TBSHHIH BT L banigui  (High
lights) @UDFMRIGCENMTELD ROTW LI L HTH MLDGH60
Gouewi(BLD. SICUTHIBTET (1PpB Gl 19CW STIDTeNBHBHLI
UL 1606051 QHTGHEH (PBTendHBIONSHIENT60 61T
UTTHB UL S6euHBemenr SemL Ul (PIQUID. DAF
WTHBTWe0e0  BHNHCHTe®m6T 610ICUTHID SMART
TN BN SHDFRIBEN6T DL SHEBIIGTONTHD DTN

LBH60 SHeUFILIID.

Specific GBI & FnlQUIGHTH

Measurable <oenalll& GnQuISHTSH

Actionable Be»L 1B LIGH HDH FnlQUIHTSH
Realistic 9 GWIENLDT> S GMLOLLIT 60T HIT B
Timescale  ®HTeLAITWIENG 2_6IT6NTHT D

Guwaud CHTHIHBBHCHBTENMTEOIHI BTG
P& LITEMIRIGBEM6T  (prospective) 266 bIWISHTH

AMLDFH6L CoUGTIBLD. SHEMEULIT 66T

Financial Prospective )85 wpeir afeuyesorip :-

@& 2 _muTd URG SHTTTHEHDHBTEN Bl
FOUBBLULUL L L WRIBMET & 616l BdBWHTBHD
HTevorlILL_60 Gelewr(BLD.

Customer Prospective
QUTLYSHEMSBWITET] (LP6T @TGUTEDILD:-

GUTIQDH MBWTNT Bell ChTd Bled aWImUTTLD
QeaummdH HerenwTeardT GUT®L defleardmild GFemneu
HeMeGBID HTAPLD DAeTOID FHSBLISBIIOTH 2_6T6ImHIT
6TETLIGSL OBD DHBEMBUITSD SBLILIT.

Internal 2 _efensib:-

9 QT6eNTiHPH BLMQDHMDBDBENTEN GUITHL BT
SWTHHH0, QUETISD QUNTRIGBETIST SULDTHIGHE0FH 606D,
FHMBLIUBDH Hev GUTEIMB DIDFRIGBEIT  6UTIQH 0D
WIT6TT B6IT BBLISHG (PBHBLIDT TN WIT B BT 6wl

LBH60 SteUFUID.

s e T S (i S 4 i3
m@ab@?qyalj@ab(g L

-9
Zalilae

Innovation and Learning
ysSw 2 HeuTHHRISEHID &DHHEIID:-

ANWITUTT Bpieueimeer 6l1GUTHID HId G
gRUGBRIB CUTLI9®H H6il NIDBEMGTULD  FEUIT 60
Sememwld FG GFUIwd g auemduiled LHW
9 ML B BT ITIQHMNBUITEN]T H6IT  LOILTBIB I
FBCHBU HBewl B LNQUILUCHTE BmBafem Hmend
GEMdeflaud DD BHBWTH QBLUS 5B
@eIMWemWITEH OB TEIBTELD.

KU B QwrdHswmer NwTuTT et Germmid
DML AUS60 FEMBLI LIS H60. QFUIBLITBB6IT, Db 616w
WWBTMIDHEIOID CUTIB ML WmBeT CesIGaumTd
HH ApliuTer LRGN Nenenr QFuiHev GeuswiBLD.
AICUTHIBHTET QHTSHIHH HMBIHEHT M6 616D 60T
HLRIBIOTNS DDLU (PIQUILD 6TETLIGSeL WITGISHIT (B

QUETENSTUILD Gn/B (IQUITHI.

&pn. SCWHHIT (J.P)
QawBUTL B (LPSTEHLOWITENT,
B)6VEINS GBI, AL 6UEVWILD,

WITPLILITETLD.

Stakeholders @lda&enDWIT6T 6T

QUITHITH 6T1HBHEUTH HNUTLITT [5BISI6TLON ®H
QBHHTID DBl ReVHGHH6NT, HBIBHEBT6ITH6I
OHTLIUTS SBHBIM DI BHEMMUITETT BN CLP6IT 13
IMBWTH CoumILBEH D BTLL6VTLD HEDEUWLITEI6IT.

»* 9 GTeNTIHH DAbdemmmenismer (Internal
Stakeholders)

*%*  QBHTLTLDL UL DIdBENBULIT 6T B6IT
(Connected Stakeholders)

% QeueNuIs Sich @B EDLLIT 6T BH6IT

(External Stakeholders)

?_eitenmijbad Alevevgy 21 yn SlbeHemnUIT6TIEH6T:-

QUMD DD BMNMBUWTTT H6IT  6TL1EGLITHID
HmeoalT 2 UL SQUDHSOT FenUUL 6T (DT
MG HIUDHMBHUWLD, 26 P Bewermuld 66L&
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BWIGUT B6TTHD BTEILILIBIT. Q6T H6IT 5 13162601 5 56T
enwimury  euenTFAuIeud, QHTLIFHAUTHF GFwm
UTGBHM6TEH QBTei(B HL HHINI dnigul GFeveuTdH
Bleneol G BTEIIL UTBENTHD  BTOILILIGEUT. ST H6IT
gUICUTSHID &S UGl el WRSeN DeTaledsor
Db TOUIPENL WST HETTSH SBLILITT 6.

. WHTEOWWTETT HEHY 26 IPWIT HEHLO 5131660
wrendl eHINBHH HewLwdlerns) QHTLTHHI
QoFwBLGISIQID, DhdBBLT 6GUDTET  6U6TTFFLI
LUTenH W CBTHBF QFeuBBIBHT? 61601 LOBOLD
9 @relIUTHF QFUBLGIT. B 2 HTTenH BB
BmIeNen & Hle0 B35 FnQprer @l 6H H66euT®
WWWBFAUTID WHEOLLILL T BGHHewr OFUiH
OBTENYHH S CUITHI DI emenr 6T6)6UTmI? 6TRICH?
wrfLw ? @pHefG CFulaldHer apeold HIDFI
QUBRIBITED SIBIDTOIRIBHENET DASHBFH®D  (IPIQUILD
6160 2 CeurFemen QFUIONT. LOTMBTH LIRIGSTTT 6T
(Sharcholders) eIGuUT&HID DI BIG5)5 Gnnslem 6ot
HIHBMLCW URIG QeoTUoTd USTHBH6eMNbHD

BoueunTGOLD6OT 6TATUITTLILIT.

2. (PBTEROWTENTHEHD  26nOUIT BEHD  6TLIGUTSID
60T QUGBLD AHDFRIBEM6T [ BNt P B LOBH HI
OBYID GUSTEMIDWITED 61T LITTLUTTH6IT  6T60Tdh
Ml DAMBH WPILUBMBS  61d CbITemr P FSleulld
Bumuwid @eveneviweTUCFH O 6wT6mLOWITGLD.

> euGTaTILTSIGBTIIL Security of Income

> eumomer 2135y Increase in Income

> UTHSTUUTOIGID O F 611 IDT 65T S LD T 607
Bouemevd &iLpsv

> Glselar ©_ewiTaymsit A sense of Community

> oNGliLTer Galemev Interesting Work

> HBMOBEHLD CBHTIPeN60H CbTemT(B OlFevevauID
Skills and career development

> gatalsrTaiomn QuUDILAWTEF QFuls
wRHHSHBEHT 2 ewifey A sense of doing
something worthwhile

ASTL TUY»L_ Ul D18 FHeHDUITETTFHET -

QUTEHINTH LIRIGSBTTTH6IT, UTIQHNBUWITETT
BH6IT, QUDRIGEITH6T, BIFHUTL L TemTehel HaSICWITT BH6iT
REIUEDTULINBIH 6T DL RG]

1. um@anyyser Shareholders:-
LURIGHTITHeT aNrurrddSler QFTHHHBTTT
6T60Td BABSLILLLTEID SIs)UTHEHOLI (PSHBSHT

IBLIL SHRIBEHEDL I (PH6CL BEHES GILIT B SHLOT 6o
Liwlenedr QUB LIS QSBT6TERHeICHUITESLID. S 6)6UT BT 6T
LURIGSHTIT H6T LeOSHTLILUL L  6ugeled Bremnrll
LB BITT BH6IT.

> QuTaEITed FABWeTe] LRIGSeM0 IDTEHESITD
SHONIUL L elemdbulev 1pwHeSh GFuiun Gumdl
BTID SAITHWET HeoNILIL L 1pFH6SL L TeTT H6IT
6T60T DHEMIDB B (LPIQULD.

> U SeNUTeTTH6T ReTm GFTHFHI gl LT
LRI GFFHMBUNGD LRI GD 6066l 6em 6l
QUTRIGATT H6IT. @eleuTm CFUBLBeUHB S
wem geol. (Unit trust) Geugeurs ULuwlesr
UGS SLILGBDBSI.

> Gueud S1GarsoTe Gauml B&) B BIS6ITRIH ETHLD
LIRIGSH6m6T aITRIGIF6 (IpHeSH C\F U136l
2 _SHTTENHHBS BTLDBIHD Fnl BHSHTLIGILD,
QRuiey slw B WL CuTel Beum e»mDH
GBI 60TLD.

2. QRIGWTeTTHEHL HOWTEL 6UPMIBLILGSN B
HLT WPFHedeud QLB Ceuewroul L 19 eeuTuUTesr
UT&EIBTILS QHTLIUTS WGHHDH BT
S,

3. GUTIQEEMSHBWITEITT ®H6IT 6TLIGUTHID QUITBL BEM6IT WD
Cremeaumdemenuid efl GO LeuT . i 60l T QIO
QUL BeNerdib CFemnealdbeNadHID 616060 dB6ITeVILD
BLOUQDHMBBTIID  RT6me)y 6Fe0euTdHendHdh

O\ BITEITL U T B BTE00TLI LIBEUT.

4. QRGBT BT TLUCUTHID HIOGH 61T HT6v
AMWTUTTSH &0 DB BOBWTH DBLUCHTH
HIDDHBHD BewL BB Couemrngul QBT BLILIGT6) BT
WITYLD BITLBHTIDHIORIMEH HLoemoF Gy GeuesorBLD

61601 6T ST LITTLILITIT GB6IT.

Flslyy lvewg eatelliyy S HEMDUITET]H 6T
External Stakeholders:-

DABLILB DIbHMBUWTONT 6T sTemld CUTHI 561D
SBDH BLULUGBL BSBDH HeUT BemeT 61 6L b Bl
UTB6TTHD BTTLILIBEUT

Fapasld Community
SrFTRIGBD Government
DAWPDHHD G(pdbHbeil Pressure Groups

ol )N CNC

92 6BTL B ASBTTFemLB6T Local Authorities
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AT FTRIBIOTEOIGH! LISTUBLD XL WIMRIGBEIT0 FnlQll

DNBHBENBBITTTTD BTILILIGLD.

Q
Q

auGLOTef) Dieveugl LIseuf a6t

FLLOIMTWNBDH G AMIDITH [b1316M60Th
H6ITEFWIN LIBASeTmeoreuT? 6T6orLIgS 60

a
Q

LeiTeN eMUTHRIBET ST [BIH60
Mr8sa SITeNdbs 35

2 GMBTLB ASBTTRIGB6T TLEUTHID &1D
GFTELELLILBLD SHDFHRIBEITEL DHDHBEMB 6L LLIGUET

QUTUISH BTEwILILIBLD.

% 9 GMBTLB GousneuauTUilidHemeT QUB MBI

Q@BTEITeN (IPIQUILD 6TEITLIGHEOTIT60

® O BTG &, 1060 B6med DT B B & 6emend
QBTIBOUT (IPIQUILD 6TEITLIHEINT6L

% eENNLNUL L 7F Aenedeien DAWSH Db
S(PDBEHDHEG ANDHBHMMB B BEHGLD 6160TLIGHET6L.

AWD HW OBTED HD MW SQD Bl
eTlIGUT &I MWTUTT&H Seud eNwmrury AN ®BH
HuIID FDUBSUILILL HWHSHSHBH auenDHHEHBL
Sl L 1rFHement RPeoimmulenitd Fifl Lisv HILLL L
rFfemendenTss QdbbIHTeld Fifl Hiog GFeoaITSH
BHlement OFeuld Bb QB TerTCL QBLILITT H6IT.

BN BHMDWITET T HEH ML W @l BHLILYSH 6T -

RH MUTUTTH IO DB Tnlgll AHHOB
wreng e erl@uraId eMwmurr s Ser QFTH Hdb
STTTHCOT DheuT. DHUTH6IT TLCUTHID B DBIsued S FHleot
G@Fev6u Blemevenll 2 WTHHIBC0 GBIWTEH @dbBLILIT
GTEOILIEND L DHIBT6T 5 BIN6THIDT  HEmeVITLL
HL_6WLD 6TEIMBIT6L Dl R eID FBLILITSD HeMIOW|LD. Rl
LTH S rderms olwurTuryd LFumurl ger Gursl
QUMY MBWTENT B6emenTd SlBL SIIUGD HIFH60,
FLLSFHmen WHHH BURIGHH0, 28 IHWIT Hen6T
P HBLILBHHIHeL CUTEIB el WhidbeNeuld 66D
FTbBLLULED GouerB. QdLULIN@ID @emed  WTE|WD
HemeowTw HLmWwuUNemenr FCL MK meudm &S
9 BHHHTHG DMDFH6L CalemiBLD.

ANWITUITT H 60T LeLBILILL L B GHnldCHbmerr
BHen6lT FBBI 2B mI GBI @&CaITLDT 6L IEMEULIT 6T,

A

.

@eoTuH SHerento Profitability

WHESL_BHBTET UGBTI 606V 2 LIGWITSDH
SULL L Ape0HTHBIGHBTT IBITUI Return on
Investment (ROI) or Return on Capital Employed (ROCE)
(o LMRIG6eNemsv,  LIMIGSBBTEN QIBaITU, LITIE60TLID
Share Price, Earning per Share, Dividends.

F. alenTFF efH1b Growth Rate

[°

HDHBHOMANDHH6e0 Survival

H

LUeLSTLILL L &M CsmmeiaseT Multiple objectives

@ \WHAT IS GRANT OF PROBATE?

directed in the will

WHERE A SMALL ESTATE EXISTS?

@ \WWHEN DOES NOTICE OF COUNTERMAND BECOME EFFECTIVE?

= Notice of countermand becomes effective when it comes to the notice of the bank

e A grant of probate is a document which allows the deceased’s executors to deal with the estate as
@ WHAT CAN A BANK DO TO AVOID THE EXPENSE OF APPLYING FOR LETTERS OF ADMINISTRATION

r= Under the Administration of Estates(small Payments) Amendments Act 1976, where a small estate exists,
after inspecting the death certificate and acquiring an indemnity from a close relative, a bank can pay
away credit balances up to £5,000, provided the estate dose not exceed £5,000gross.

@ WHAT IS A COURT OF PROTECTION ORDER AND WHAT DOSE IT DO?

== Under the mental Health Act 1983. in cases of mental incapacity a Core of Protection Order appoints a
receiver to look after the incapacitated person's financial affairs.

VETT Y
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BLLDIDSBIILIL L

LarawarsaflanL Gua

SLTBITLIPeY ANB)BHIS BN HDBOTD
Saraluigl &HTLLILDTS LD

LT WIEd FFBTHTT NNladel

MaTTH B CaladTIRUISHHT e UIdpLD

RS presefler Apleur 2 _feminsben
FIOUTWSH 560 aUemTWBIHBLIUL L Her UQ 18
QUGBS 2L LI L DD HSBI 060EH 56160 BH(EThHLD
FWIGUTHET 6T60T FnBLILIL B6ITedhl. QeuTHerle0 13
LG WHeO 18 auwdsd & el uflevr e
LT6TemeTHBem6T “GLOHENHHEIT @6L6VTSH  BLIQ6ITLD
LBAISH BT ShTIDLBEne0UTs0 2_6TeTeuT b6l 61601
AMNBD SOUBDH DB 2 eMNWGOTNT BT 6UGHDH
SHIGT6TTENT. @euauuIdSleorT QUITEHINT® FISHDHeme60T
9 _BOUTHTH LBBEUTH6NT UPBTL L 60FH6M6I
GTATUTTHHI BL DG LUGBUSHBTTH SdapLILIT.
eTalBou @QeuT doflenl DQLILeHL B CFHemeudbern
(SHGOTL], AT EUMEMILIL], LITHIBTLIL], ©_6vwi6) CUIT6im)
HewLHB CQFUIGH 6UTIDDHMBEMU  GUTLDOT RIS
AUTDAISBS JBM FILTLFIDTE 2_606MB DHMIDGHHI
OBTEDHBCouemNgUIE QUBECBTTHENMIHID Fepdb
QURBWITTEHEMEITHID, LTLFTeNe0 FepdbddHelTHe6N
SO STTES QUTDIUTSI . P& S WIDTSH
@1 TeiTemen dermeor
DHIOTEN  DETUBDH BEHL ABHTE0 B LG
aflemeneldeEpld Qeul HeM1H AEDH HBD B
QUGN F FIIUIY B 6T @ H6ul L HTd BN 6VTLD.

QUTLDONWIN60  JBLIL S EmnIQul

FlevBouemendmerfled @HBLOTFFTT FII GHeM6L6Y
BEHDHGID FAPH CUSLPNBHEHDBGID D HeUTT
IbTd WTBeNL 6T, ABHalemBulled @6l mi
GLIBTLIQe0 BLIQ6MD UdbaILILeTemerndberilenL Gui
9 BOUBHHIGT6T LTI GFHTHIT Dinslenel
QuUmDIeNHIauen 6T HML BEHI SIS 6T 60
G et mIBIMm @6MeUWIGHI BT LILIDT HUID SHIHEDITE0
Copmermid Fapsds LTFFenardeneTuld Skl
CmBr e BBeuent BLO. ©_eutemUNGevBW  HL 196D
umeud HSenflemLCui CH et MO @ 6meuldhl
SMBUDTHUID DASHOTeO GBFHmen WD TFepb
NrFFamardemenuld Qm& GmbTdbGeuest BLD.

9 el MWUNCBW HL QememwL UGB

HenflewL G CHTHIBID SUIOLITEN D6 6T(LPFS),
FBHHDI, 2 606, BLDHMDHD OBBT6VRIDBEIT,
GurereuBmTe0 2 ey Geuemi GO. heflenL &b
BHOAUTFAUID DABHDITeL CHTNMID BITPH6L 6TEMILD
RHEUMD BT ©_6WITEID ADMBTOD FHBTLIL
G D BlemevdEhHI @ emio L em 6» 6 &b em ol
STLILLTHGSLD [He060dH & QL BFOFeOBBEI.

@al QQemeuwd &I L LUIDTHeNdD &I 6ol
BHTTEOORIB6ITTS  LN6TeUBOUTAIBENN HITLD @60 1l

6TIDGHl FUPHTUIH 0 GQUTHIOITES  AUBT6NDH D
WPYBONBS.

FaUT WHENREID - FHaD
(BBA (Hons) HRSPL; H. N. Dip. Acc, Dip. coun. psy)
Reading M.A (Pub. Adm)
WyGge GFwevaslbd, Fassiigedlliumul.

1. Fapd HUTFFTT el(pOLIRIGB6TII6TeT SRR

S ERIBENT6L  L16Ten6MH6T GLBID  FHeUMT 6T
LieugmlemiTeyld (perception) HFHenmev LTsTemer
H6Medl  BL HeMBHUTL  BLEGLD  LOTBBHRIHEHLD
DABHBHTO  HTEWIL0HEHD GMIILTSH 6o
MM BET6 60D AT NI HF T D6 BRIDH6I
TAID QSHTLITUTL6D &FIT P60l MRl & 6lf 60l HILD
QUGIMTTFFUID AHBHMTE0 BeMLBGID LDTemUL
BHEHD, OGHeNeuBs LTedlled SHevelud (2_+1b:
HFBCuTHl NemTemernr Herfler  emabuileuler e
MBUL HH QHTemeuBuFldmer, BGsilem T.V
Guiredteor)

2. QupCumiT QufGuirTseier Ffwmer sudler. B
FH60B6IT @eTemWD  6T60E60TBL MID 60T
Quemr CGuaiilenns QBGRIGIILLYG6UFHBBHT 60
FHSTULRGBEHLD GlDHIMVBEHLD (2 +1D:-
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Bevel LIPS TID H6lT, ADBBIAPBTID H6I .
OB®Gd BTN GRUNGL LS BT, Flmieud
ur oL BensulmicbelT GUITeT3eme)

3. SLIQ6MD UGB BT & BHUN60 2616l
LQFHefllausns @ereldH ) FHTHTIW  UBMIL
Sled 2 LeosmMmlwed wrmpw unmw
MO IL|6T0TIT 62 @ 60T6MLOUILD

4. Dememendener Rermd eudBsuBul (GmMIILTS®
18auwWHISH S WwaranBr) GGLUTIDD G
QuB i gpurT® GFuIg BTGP H60
TBHHIGBTLLTD SBOUTH GLTHBITL 1960
gmLL BeiTerm GeueMbTL. B Gwredddmev uTasul
BeuBuw deLeNBG (PBMILI LieTTel emeud @Il B
WBBOSFWTS pHeUfL 6T 6UTLDIGHBHTH
urTgFev QFUIGA QeleMBTL BHGH eIl INeneld
BB BITUILITHBWIOTE! BleNEOULD HFHETTE0
@B T 60T MILD 6M60I6TT6Y BEMEITUILD FnBEVITLD.

5. HAlpieur Q[rHH 2 _meydenT@eom (iL1um,

Sieoteuorm, GUITETB6UT H6IT) TG0 @ et
HemmBeum, Hewl LT BTGV, DAWVEUT B
enm@eom, CBOBTETEHD LTEOWL HiOGLIT
CuTadm BenTG60m. 160t BMW6L 660N L|6mTIT 6
BT T6O0TLOT D G FHT 60T BILD SHITLILILDIT FHELDHEIT.

NeiTemernabemer QUBECBTTHG eri” L LUl L
Felpdb BILIDHRIGBET LML Qg eNeumm euen LIsHBEHEIT
6TBHHIDBBTLLTH Fev SITTIOMRIG6TL 18aIIGHIHSH
9 6161 HBLo6wId GFUIUEBI HUMBTEIHI 6T6ILIENH
gBmiH CdmeiEpd Hleweoulled @ et Gleor T (b
BSITH B0 18aILBIHGH 2 666  FHBLo6wrDd
QFUINGI FTHTTEWILTD 6JMmIdOBIaTeniL®
Slermend GSMBIILTL_6VTID.

BT H6V 6160 M dn N FHEUBT 6T HITLD
2 _ewiTeNdh®H HLULG WBECHLTEN alemIHUTG0
9 Lo 2 malev FBUBDHTL BUBLD BTLILLWD
GUTel BEUM MM FaMAPIQUILD . &6 6) 6% & UIT 60T
QTGS BTLUD SHILNTTeL 2 dh6elT e
aememaybenen CHTd GHCaurGuwirermred Qb
BHHMEY  BHTRIBDHIQUI DAGTNBES  BTLILULIDL
U,T60IOTH eNeNi & & DiemL WTenLdUlT el ,
PGHBTe  LLIGLGTL 6TaTLHeITe  Hewrl Chr
rgeu GCeumemenmd, LNTFeID HenL LILIBGH6ILD
AN BfHH BTULUBTEV FlhBauld eBLBS OB
GTOTLIGIL 60T BTLILUBTEL & UWT GBI UAPD BLID,

GSOHF CFTeND, FHUWIDTEOT DLV GHITEUOTL LILIL L
BHHFFleNFHNET BT TEOTOTH GHHMLOT HLILNT FeIPLD
DAHNTEL JBLGLD FlebBevBbEhLD, LTeiTemenLIGLmmleor
NeTUmen  HTHBMIBEHD 6} Q6D HTUISHESLD
Foias@ LLBam DHUSHBIHHmeT CHTBMI
NbBDIBHR. DB FeuBeuemerr HTuNer LOT6wIDH
FHlHG L aUHeNGHDHHE0TID. GLOGUID LITHISTLILIBNG
uTedley © ey MM LTedwsw HInglIrGuiraid
BTTEIOTH & BUTHGBULGBL  alGBLIULSL6VT H
HHBS SN (unwanted pregnancy) SIdHener
SNPIUSBHTEN  FLLIGTTHIOTEN  SHIewIL UL L
BHHIFF DB HTUNGOT DT 6901 H FHIdb BT 60T GUTUILI6DLI
@riluredeld erarusmiLer Guoeud ueoCeumi
uredlweosTi CBmTUIBeT, &b HLIGLMIETenLD
Gumenim eMUIFHLOT6 Nem6ETEYBENEN LIIHTL dBHeITe0
gBUBD BNBD. @HI UGTIDTEN b BL Q6D
LB6eUSD Befledl  61HTHBTevHmBHCW  HpDH I G0
BHMBDBGSIW HITLUTHBSWIDTET Q6 BTH DTS
MNBBHaImH. DeuTCm QrdHd 2 meX6IT BH6IT6eL
(ST, SIE0T6WIT, HLDLT, IOTLD6TTIT, GUITET 6T GH6IT)
CuwmasTaTeniLuGL uTedwed &I NTrGuimrsm
HeMer allewemeursd CHTermid HmD B H60
Henmev LIBHGW FHaFaBd LIpelsdGamnur®
AR deFerd, Bl Benpademnsey, Guimer e
IBLGAUBIL T GHMHDHESG LlenaiTeley @ dbei
GBS T1HTHTOHMPB GBTEWIL. FPDDHHIHS
FiMIDLOBH B STAUDITH ©_(HeUTH BB,

RQeMlwBHe0 (18 uWBID S (et T @)
HBHBFHSWD eitenenuller e FHCW wprpsmLo
QumpTad BmBemevufled @il N6 emer & @b em 6l
SHTRIGLOUTHI DinTeTemenuler  euenTFFHBH@GID
BB UeTFFHB@GID BRCT GBI IBev GLITHILDT 601
ol LID S HBTH Blewsvulev LITeTemernh@H
IBH&GWL Fa LeLBauml 2 L 60 2 6 GHemBUTBH6IT
Dbd CUTFTHS ABB SWHMSWITS LTIBDHDHS
QU FITHBWEHFnBIHET HINBID 6T60T H6WI6MLDUI

LD(H S FHI6U Db UIRSHETT Tn [BI5ET360T.

SHBTHTT FAWTer  UTSILDHDBET B LBLD
QbBBHD 2 _NFUpHHHTHBWD UB urTCurBo
wirermev @LiTeTemen SiUISHSHEN L|T6mr 6ueTT &)
QuBTe BleweouTsv LBBEUTHETNT QUOBTL L IchS
2 LUl B euTwpdaiB Bewsoulled eumLeilulsd
Sl CUTHT, GRHed UTTwrliLy
OoTLTUTer WWHTFHOUBTS DigILIOID, GSBLDLI
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DB BDH HeUi del  Gbment Germem LB 6T e
ANOITTWID AHerTe0 @UINeTenem GHGBLLI
BHDITTeL RTRIGBL_ L LUL6L GUTemeumBnSlenTey @6l
HL Q66O Lbaud Il QBT BB Bleneuullev
9 eiterm @I TeTemen LisLGoumI 6XMBIOTET ©_61TdH BT H
BRIBEHHS 2_6TeNTHOBEH. DeauT@B Fepbs
HTHBHHIBS BLITeTenen ShenTd CHFBS DB
@ FHETT60 @UILN6Temem S6malldlev  Held G
9 BOUTE BB GIDHHI  QUBBI 6U6TT H I
DLENMTH S0 gBUBH OB LsoGeuml Feumeo
H6NTe0 CHTerImID. 2 61d BHTDHBMRIGBET DM MILD
QUTHENTHTT SFMIDEMUl BHTHRIBSDH CBTETETIPIQ
WITID6Y, DIUDTETHMND  JMMIhOBTeen  @UIe0T
HAUTHEMTH HFeneud HTHIB QBTETETIPIQUITIDED
DULTNH WD Ggmmid GdTeTen GUIeOTHeUT
"HeMTH Fgiemel mBNBDH60, FLLeNEGTTHIOTSH
QBTmLRFUIH0, FLL NCITHIOTED LOBBEUT
BHEHHS eMBmev, FAmieuT LTy @evevmicbeNsv
CrTHHNNBHL GuTeiB cuemBUTID  DHELEVHI
SHTDUSHBHECW FLL HFIDG WTMITD BbhdD
BHMOLILD G ST LILUGH0 CUTelB Fapdb
HUTF FMT [BIUWIDH HEHD & (PTEITET 6ol T
GFwevmeled FHUL 2 _BHBHLILGH e T. Gosuld
@60 @emeulGl BTULUHDBTED gBLGBID 2 6meiien
OBGBHBBEBEHHS 2 L ULB FpHoDHeUTH6ND
LB &N LG THITBEFFe0 CUTL(B euTDHemBLI
L6 Hemnd R 19FQFe060v @QUIGVT H 6T BEIMTU]
LeLBauml B CUTTTL L HFHIH@SH 2 L UL B 6eXrdéhd)
Blemevd G HeTenliul B HBLdTeme apwn3d
FHeflemwenwl BTLeO CUTOIB Db ETITFIOT 6
eI BlmeOUITe) FHeol emendh HTGer R b &
(HBOBTemeL GFUIFHE0) (LPUIGOISEOTBIT 61T

eTeor@e QUM EWTT deT LI LIIHELDT 60T FHi
eiTemencberilen euTpHMBUTDT OB  LOBIWDF
FOB BSHID 61T FUOD BHSHIDT N B0 LG B
GTEITLIENH HEUDTH B0 6TBHEHI S LILN6ITeme6r dH6rTeor
DTIDUTLDNWEN0 FBLL &InlQul  LDET6T (DT &,
FbBHener 2 _eoiTFSF, DBBID BL Hendd CBITevhl
Herfled 6T Fnlgu! LMW DT 3 BRI & 6w 61T U LD
ANHOITO GgBUGBL ellemeneyder LUBMW HW
NeTemenBEhd S HTWLSH HC0Bw  (136uwi
LTeoromedl  LTe0rL]) BL L e BLILL L LITedlis0
FHTHTT  H6LeN (PsUlD AL BEUIDHEI V6L T
Nerprefled gmuLd Snigul Ceuewnl LLILILTSH
SFLIUTH0, Q6meulidl FHamwenld GCFuldHen

(180MWIGIHG (PETLISTH) LUTeduls0 HIeglNTCuWITdsH
FHHS 2 _6MeNTGHDHe0 GUTEIB Fb BT LILIMRIB6IT
FMBLBIM D HONT DD (LPLQUILD. 6TETeDID G 6m6) 6TLDHI
ST FWSHTWSH Slel  BIWIDM & 6rf el e
GSDMBHBBHEMTID el WD 610Gl HTL 1960
ST BFAWIDTH GLicwr Ge6TTIQU SR60T (3] 6T60TN3 EBEVIT FT T
uesorUTL B e(LOWImIGaT FTiTHgH GeusdldenTev cplg
WeMBHBLILL L. Blemeoulev @UIUTeOWIs0 FbBTHTTLD
FTT iflemey BLL WS SUULL BepFHs
S LGHHleor 2L mh (Structured Programme)
QupINSHBSG NeTemenBEheHES  UTUILILTIEO6VTLDD
CGumuw e \Gdel BHI. @ H@OITEO Q6UT B o6l
@regFlwwrer pepuled G&emeum s
DB L 60H6IT, HL BHBMBHHB6N, (PL BLOLIGHND
&H61T, EhTFeT  USHSNeNBIHBET DLITFLILIL TRIH6TT
GurermeuBnssv @BHEH SHeummen suPluied SHLOGI
NeMBBHADG gnu dABemen OuUBIES el B
HITUTHAEW BlenevdH @  H6ITeMLILIBGBOIBETT. Sl
2 _aoremiouley Fepd CHLTETHI 61601 FnID HTLD
CumBurhmad mleney QUDIMNBHBSH 2 _BbHDH
RLURIGLUGSHBLILL L HBDFFSH I L RIBN6T (LPeit
meUbDd HUBINBBTCBTID DisveveUT?. @ HEITEL
6TLDGHI LN6TTem6IT 61T LITedsw QB TLTUTer FHGHHBMI
H6IT ©_L6OUFTT OTHBWHRIGET gBUBLCUTHI CHTer
mib FHEHBMBEHDHGW LN F F 66t b ETh GLD
alemLyflwmgd UssirTes eudBsly Helldbdlaimei.
HIOGH 2 LeoSmBmlued WTMm S el
SerperT. Flev  LleTemen e el _uid  Lmnsiul
FHCHdm Bemen GHIBHEHT, GQHwmwGeor
QuCGWTALL GsL LT @& 2 _eardH&® QiU
B emauuievemsv” @l L160TL] 2601 @B B, Sl
‘WehFAGuCW LpSHEH M LG eTerml LsoGeum
allwrssWwmrermiger angll w@pLiyw  Gure &le0
QUTmBS HIBB flend Bh Bewen OQBTHD B
(P60 B)6ot BeurT . FlevBeuememderfled  GID DT M BLD
et B HTCWL WROaBD H R 6TellulFHed
BSBOIBFFWLSHHIDGS gUUTE OFUIS 60 B6oIT.
AHevevadl devallemwl UTHUNCBW BImIH H)
MBS OIBeT. SUILIQUITET DTl STl GLIT
BTLIger Flev SITTIOLILMBRIB6Te0 606060
@606M6V.

Flov Q61D LIdHeUDH BT BITeLLIGLITH S0 @6
9 |60 Smmmlweder IOTBBEH HTev GHmeor Wi
© eiTFFBberilen eT(pFFT6L BUID BL HenBHUle0
BobhaH alevd LCaum wenpuiled LIBLDeUT 6o
UPUTEL  LITEOUIED DHSDILINGNT WL HiT6mTL L1
LIGBLD SIUTWILD SisuTHeMer Llemensii eumipeiiedlen
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CahmarmeuriD. 6TeoiGoy @) BLIQ6MD  LN6TT6m6ITdH
6hdH& Uereudld el WmIBemen 2 _eTemL bl
LIT6OILIGD G BT BHTTLD FIT HBlemer GLobLIBEH HEnIQUL
QurFsemen (awareness package) 6T EM6USDH D
GeuemrBLD

1. @eNbdHSH OHTGHHWID SHeT OHTIIBLITG
LM I Lt B Ly mofii

2. UGAILML HQID DAHIL 6T OQHTLTLUL L
9 L 60 GBSV LD BBIRIGBETHLD

3. uredlwey QBT EIBEHL DeuBMler HMewIL 13
GumIsEHLD

4. urelwey QOBHTLTLIEO FTDHTTE0T  AFT BHITIT 00T
BL_6)UIQHEND DB,

5. ®BHHML  QUPIIPeNBBHEHLD  GeuemrL LILILTSH
SBITLILIMIGBEIT 6JBLIL T I LITSHISBT I HUILD.

6. uTellweL HIeY INTEWTHMR BEHD 16UN NB
MBWITEHHILD.

7. (PEDBULBM LITeOILIED BL HeNDHDHEHD  DIFHET60
gBUL H QU ellemeTeldbEhld 2 enFupdhd

HTH B BEHLD 60T 60 M UL & FnlQlLl
elem6IT 6B ETHLD.

8. uredlwed QHTBm CHTUIBEHL DD emen
HBHGLD UL EMBSHETHLD

9. umedlwev LNrFFemenber QbmLmuTer GHTLIT
alyl Coemeuaupm G MWL LD & EhHLD
SISHEIL_GVTEO FeLPBHaIEN6LLILeTeoteuId G LI T 60 M
@UINeTemendbeiledl UTeOW6D FrBTHTT D DD
Guemh amigul B BID PR SLGSD Sl
BBYFFSH S LRIBmeT UTLFTemeL OB BID
FEPBIDLL_RIBEITI60 (LP6IT6m6l dH FH6L LILLIGDIGT 6T,

UTL FTeneudberlev  6XlehEhTel LITL el T 6l
Heled HBCUTH RelIQLUBDHD QBTG UBMBIW
LW 2 6amenLdblIUBHarBCUTHID Dienel
BTVFFHBTH Dl Coumblomen FPBFHAHSG L
CUTHILTOIHTH @eveuTdH GUTHID Diemed Tnl
@eIml 6L UTL FTeneudbellley BmLIbBISBI LBD
" BB BLILGHBGOIS R LITLLOTSH O 6116l 6T60TLIGHI
BHeUMLWIL 60T CBTchd Geuemroul eerm HBCUTHI
BV DAMIDFFID FBTHTT BV  LIsuoTLIGBIPLD
@mMIBH DUTF FTTUBDB  [BB6U6 R &b erfer
HEDIFIT 6MCOTLIL_ 60T @b L _1961T6MLOLI LIghe)H ISeorif e
LITeOLIGO FibT HTT ANSlemed GLoDLIBIHHID a6 BUTED
“DEVIBHLD EZEUGUGITLD” 6T6UB LDGVEMT LIV 6UL&FLD dbLIT
QUL HUTL AFAL_ B GeueNuI’ L CUITHID Sienesl
Q@ rIpld L0 UTLFTeneud6erfledlaud  &ev el
Bemeud BeIRIGB6MNeID @TDID  Heudlhd BT

Coumemetwimer oL WD @Qelm GLTBTL 196D
@6LBLTIDEL  FELEMEL. BFHE  (PDHIBUISHFHINDH NP
BHe0NTETT BT UTLFTEN60 FePD P HelT Hell
9 oI H BB AHQLILIenL UT6L GBITT6U0ILDT BB,

@& Gweorsd AliNeTemensmer Lifluidb
FnlgWl UENBUNED HELVTFFTT, LeTLUITL G ell(pLs)
WRIG6T FTT L WHRIGMN6T L dbemldh BTl
HOUMNDTH Qb BLIQETemID Lo LN6iTen6r 61Tt
UTelled SFBTHTT Sinflened GODLGEHGID LITLHI
&6, ©_BUDTHFB6T, DAFFIQHD GSNILILHD6IT
SOTLILUL RGBT GUTETBaIBemm  LILIT LGS B
afUBSHHULL B FBHTHTT elleheEhTen LTL eNHT
QTR BEHL O DN B Hl N6V LB P 60 60
BHBHIMBUIL T RN6WIHDI FeAPDHDH BHle0 LiswoLflulLD
GBUBD 2 HNUT6NTH6T, QUTEH FHTHIT
URCFT HBT BT, FUPSHTUI LDHDHHIOIEHIEMN LD G00T
QUTHGIT, MAUDHIITHET, Felpabll  LIGTTLLIT 6T H6iT
GureiB @ HHIMBUTEL SiwILIOID OHD GeueNeuer
QUTEMT BN 2 L LIBH I FBTBMTT BHLOBRIBEN6T
(Health Clubs) UTL &Temev 0L L MRIE6INe0 HemIDdH Sl
AHSHDTLTH AU UTLFTemeouNed wLulewtd
@6l uendWTer LdeuL L6 e 6 EhH &
eIyl L eumid. Goguild LITL FTemev DL L MhidberTlen
velwmBmid vuidspliiul L 2 emeuem b Fflw
hBeurFamiTememen (Teacher Counselors) @dHoHlennm
@asrriurer eallGsL LuUBHBdemem UM B
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~ USES OF MOBILE MARKETING AND WORD OF
MOUTH AS TOOLS IN MARKETING COMMUNICATION

Abstract

The purpose of this study was to find out the
importance of word of mouth as marketing
communication tool and mobile marketing as new
powerful technical marketing communication tool.
This paper discussed the term of word of mouth and
how the mobile use to communicate in innovative
business environment. Also it explained “In game
mobile marketing” and ‘“‘mobile web marketing”
and how it help to marketing to succeed their
marketing. And further the concept was also
applicable in the case of service sector as well as
banking sector. This paper was done as conceptual
framework which explained how SMS and MMS used
to communicate the customer to build awareness
among their target audience. It pointed out more
about the term Blue tooth and Infrared and its
contribution to communication to make it effectively.

Key words- Mobile, Blue tooth, MMS, SMS
and Word of Mouth

1.0 INTRODUCTION

Word of mouth is a reference to the passing of
information from person to person. This includes any
type of human communication, example face to face,
telephone, email

Mobile marketing can refer to one of two categories
of marketing. First, and relatively new, is meant to
describe marketing on or with a mobile device, such
as a mobile phone (this is an example of Horizontal
telecommunication convergence. Second, and a
more traditional definition, is meant to describe
marketing in a moving fashion - for example -
technology road shows or moving billboards.

Over the past few years SMS has become a
legitimate advertising channel in some parts of the
world. This is because unlike email over the public
internet, the carriers who police their own networks

have set guidelines and best
practices for the mobile
media industry (including
mobile advertising). The
IAB (Interactive
Advertising Bureau) and
the Mobile Marketing
Association, as well, have

established guidelines and

are evangelizing the use of the mobile channel for
marketers. While this has been fruitful in developed
regions such as North America, Western Europe and
some other countries, mobile SPAM messages (SMS
sent to mobile subscribers without a legitimate and
explicit opt-in by the subscriber) remain an issue in
many other parts or the world, partly due to the
carriers selling their member databases to third
parties.

Mobile Marketing via SMS has expanded
rapidly in Europe and Asia as a new channel to reach
the consumer. SMS initially received negative media
coverage in many parts of Europe for being a new
form of spam as some advertisers purchased lists
and sent unsolicited content to consumer's phones;
however, as guidelines are put in place by the mobile
operators, SMS has become the most popular branch
of the Mobile Marketing industry with several 100
million advertising SMS sent out every month in

Europe alone.

V. Kumaradeepan, [B.B.M (Hons),
Reading P G Dip in Marketing], Visiting. Lecturer,

Department of Economics and Management,
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Vavuniya Campus of the University of Jaffna,

In North America the first cross-carrier SMS

short code campaign was run by Labatt Brewing
Company in 2002. Over the past few years mobile
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short codes have been increasingly popular as a new
channel to communicate to the mobile consumer.
Brands have begun to treat the mobile short code as a
mobile domain name allowing the consumer to text
message the brand at an event, in store and off any
traditional media.

SMS services typically run off a short code, but
sending text messages to an email address is another
methodology. Short codes are 5 or 6 digit numbers
that have been assigned by all the mobile operators
in a given country for the use of brand campaign and
other consumer services. The mobile operators vet
every application before provisioning and monitor
the service to make sure it does not diverge from its
original service description.

Besides short codes, inbound SMS'is very often
based on long numbers (international number
format, e.g. +94 777 666394), which can be used in
place of short codes or premium-rated short
messages for SMS reception in several applications,
such as product promotions and campaigns. Long
numbers are internationally available, as well as
enabling businesses to have their own number,
rather than short codes which are usually shared
across a number of brands. Additionally, long
numbers are non-premium inbound numbers.

One key criterion for provisioning is that the
consumer opts in to the service. The mobile
operators demand a double opt in from the consumer
and the ability for the consumer to opt out of the
service at any time by sending the word STOP via
SMS. These guidelines are established in the MMA
Consumer Best Practices Guidelines which are
followed by all mobile marketers in the United
States.

1.1 Mobile Marketing via MMS

MMS Mobile Marketing can contain a timed
slideshow of images, text, audio and video. This
mobile content is delivered via MMS (Multimedia
Message Service). Nearly all new phones produced
with a color screen are capable of sending and
receiving standard MMS message, with the notable
exception of the Apple I Phone. Brands are able to

both send (Mobile Terminated) and receive (Mobile
Originated) rich content through MMS
A2P(Application to Person) mobile networks to
mobile subscribers. In some networks, brands are
also able to sponsor messages that are sent P2P
(Person to Person).

A good example of MMS Mobile Originated
Motorola's ongoing campaigns at House of Blues
venues where the brand allows the consumer to send
their mobile photos to the LED board in real-time as
well as blog their images online.

1.2 In-Game Mobile Marketing

There are essentially four major trends in mobile
gaming right now: interactive real-time 3D games,
massive multi-player games and social networking
games. This means a trend towards more complex
and more sophisticated, richer game play. On the
other side, there are the so-called casual games, i.e.
games that are very simple and very easy to play.
Most mobile games today are such casual games and
this will probably stay so for quite a while to come.
Brands are now delivering promotional messages
within mobile games or sponsoring entire games to
drive consumer engagement. This is known as
mobile advergaming or Ad-funded mobile game.

1.3 Mobile web marketing

Google and Yahoo! :
as displayed on mobile TAMOO!
phones _—

Advertising on web
pages specifi cally meant
for access by mobile
devices is also an option.
The Mobile Marketing
Association provides a set of guidelines and
standards that give the recommended format of ads,
presentation, and metrics used in reporting. Google,
Yahoo, and other major mobile content providers
have been selling advertising placement on their
properties for years already as of the time of this
writing. Advertising networks focused on mobile

properties and advertisers are also available.
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1.4 Mobile Marketing via Bluetooth

The rise of Blue tooth started around 2003 and
a few companies in Europe have started establishing
successful businesses. Most of these businesses offer
"Hotspot-Systems" which consist of some kind of
content-management system with a Blue tooth
distribution function. This technology has the
advantages that it is permission-based, has higher
transfer speeds and is also a radio-based technology
and can therefore not be billed (i.e. is free of charge).
The likely earliest device built for mobile marketing
via Blue tooth was the context tag of the Ambie Sense
project (2001-2004). More recently Tata Motors
conducted one of the biggest Blue tooth Marketing
campaigns in India for its brand the Sumo Grande.

1.5 Mobile Marketing via Infrared

Infrared is the oldest and most limited form of
Mobile Marketing. Some European companies have
experimented with "shopping window marketing"
via free Infrared waves in the late 90s. However,
Infrared has a very limited range (~ approx. 10 cm -
Imeter) and could never really establish itself as a
leading Mobile Marketing technology.

2.0 LOCATION BASED SERVICES

Location- based services (LBS) are offered by
some cell phone networks as a way to send custom
advertising and other information to cell-phone
subscribers based on their current location. The cell-
phone service provider gets the location from a GPS
chip built into the phone, or using radiolocation and
trilateration based on the signal-strength of the
closest cell-phone towers (for phones without GPS
features). In the UK, networks do not use
trilateration, LBS services use a single base station,
with a 'radius' of inaccuracy, to determine a phone's
location.

Meantime, LBS can be enabled without GPS
tracking technique. Mobile WiMAX technology is
utilized to give a new dimension to mobile marketing.
The new type of mobile marketing is envisioned
between a B S (Base Station) and a multitude of CPE
(Consumer Premise Equipment) mounted on vehicle
dash tops. Whenever vehicles come within the

effective range of the BS, the dash top CPE with LCD
touch screen loads up a set of icons or banners of
individually different shapes that can only be
activated by finger touches or voice tags. On the
screen, a user has a frame of 5 to 7 icons or banners
to choose from, and the frame rotates one after
another. This mobile WiMAX-compliant LBS is
privacy-friendly and user-centric, when compared
with GPS-enabled LBS.

In July 2003 the first Location-Based Services to go
Live with all UK mobile network operators were
launched.

3.0 USER CONTROLLED MEDIA

Mobile marketing differs from most other
forms of marketing communication in that it is often
user (consumer) initiated, called Mobile Originated
(or MO) message, and requires the express consent
of the consumer to receive future communications. A
call delivered from a server (business) to a user
(consumer) is similarly called a Mobile Terminated
(or MT) message. This infrastructure points to a
trend set by mobile marketing of consumer
controlled marketing communications. See also
Push- Pull strategy and smart reply on the nature of
mobile marketing in practice by business. Due to the
demands for more user controlled media, mobile
messaging infrastructure providers have responded
by developing architectures that offer applications to
operators with more freedom for the users, as
opposed to the network-controlled media. Along
with these advances to user-controlled Mobile
Messaging 2.0, blog events throughout the world
have been implemented in order to launch popularity
in the latest advances in mobile technology. In June
2007, Airwide Solutions became the official sponsor
for the Mobile Messaging 2.0 blog that provides the
opinions of many through the discussion of mobility
with freedom.

4.0 WORD OFMOUTH MARKETING
Word-of-mouth marketing, which
encompasses a variety of subcategories, including
buzz, blog, viral, grassroots, cause influencers and
social media marketing, as well as ambassador
programs, work with consumer-generated media
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and more, can be highly valued by product
marketers. Because of the personal nature of the
communications between individuals, it is believed
that product information communicated in this way
has an added layer of credibility. Research points to
individuals being more inclined to believe WOMM
than more formal forms of promotion methods, the
receiver of word-of-mouth referrals tends to believe
that the communicator is speaking honestly and is
unlikely to have an ulterior motive (i.e. they are not
receiving an incentive for their referrals).

In order to promote and manage word-of-
mouth communications, marketers use publicity
techniques as well as viral marketing methods to
achieve desired behavioral response. Influencer
marketing is increasingly used to seed WOMM by
targeting key individuals that have authority and a
high number of personal connections.

Marketers place significant value on positive
word-of-mouth, which has historically been achieved
by creating products or services that generate such
"buzz" naturally. The relatively new practice of word
of mouth marketing attempts to inject positive "buzz"
into conversations directly. While marketers have
always hoped to achieve positive word-of-mouth,
deliberate efforts to generate beneficial consumer
conversations must be transparent and honestly
conducted in order to meet the requirements of Section
5 of the Federal Trade Commission Act that prohibits
"unfair or deceptive acts or practices." In order to help
marketers understand the difference between
legitimate and unfair practices, a number of
professional organizations have put forward
recommendations for ethical conduct.

Word-of-mouth effects in the life cycle of
cultural goods have been mathematically modeled.
For evidence as to the conditions under which word-
of-mouth communication is effective, see Grewal et

al. 2003.

With the emergence of Web 2.0, many web
start-ups like Facebook, YouTube, MySpace, and
Digg have used buzz marketing by merging it with the
social networks that they have developed. With the
increasing use of the Internet as a research and

communications platform, word of mouth has
become an even more powerful and useful resource

for consumers and marketers.In October 2005, the

advertising watchdog group Commercial Alert
petitioned the FTC to issue guidelines requiring paid
word-of-mouth marketers to disclose their
relationship and related compensation with the
company whose product they are marketing. The
FTC stated that it would investigate in which the
relationship between the word-of-mouth marketer of
a product and the seller is not revealed and could
influence the endorsement, and said that it would
pursue violators on a case-by-case basis.
Consequences for violators may include cease-and-
desist orders, fines, or civil penallties.

5.0 CONCLUSION

Marketing on a mobile phone has become
increasingly popular ever since the rise of SMS
(Short Message Service) in the early 2000s in Europe
and some parts of Asia when businesses started to
collect mobile phone numbers and send off wanted
(or unwanted) content. Understanding information
technology development and accepting it is very
much of appreciatable to every firm. To get
competitive advantages and stand up from the
competition every firm should adopt new strategies.
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Jaffna Manages Forum Seminar No:19 L
Seminar on Senior Citizens / Elders lssues’

Promotion of the Welfare of the Elderly

1. Introduction

Sii Lanka ranks high as country with a

rapidly aging population. According to the national
survey conducted on elders in 2003/2004, out of the
population of 21 Mn over 10%is estimated to be over
60 years of older people will live in the developing
nations. Sri Lanka would have a population of 25mn

of which 50% would be over 50 years of age by the
yvear 2050. Hence the current situation of the elderly
and the emerging trends need careful study. By
location 84% of the elderly are living in rural areas.

The gender ratio among the elderly is 51 females to

49 males.60% of the elders are in the age range 60-

90 years 30% fall in the 70-79 age cohort and the
balance 10% at 8Oyears and above. The elders
population in jaffna is about 51725 out of a total
population of 630,440 persons (180,52 2families). of
this 24 665 are males and 27,060 are females.

Due to the civil war, somewhat of an enforced
urbanization and also as a consequence of trend
towards nuclear families and migration of women
many, elders are left alone and in need of greater
attention in their old age. The traditional ways of
taking care of parents and elders by family members
is getting eroded. In early days women of the families
used to take care of their family elders since they
stayed back at home. But with the current economic
pressures women have also become income
generators. As a result, the parents tend to get
isolated.

However, 50% of families are duty conscious
and take care of their parents. This situation is seen
irrespective of different social strata. A World Bank
report published on the needs of the ageing

population in Sri Lanka (June 2007) stated that 80%
of the elders lived with their children and only 6%
lived alone. As per the national policy on aging the
responsibility of elders care residential facilities
only to destitute elders who are without children or
are abandoned by their children(section 15)

The Elders Empowerment policy initiated by
the national Council of elders is the organization of
village based Elders Committees island wide
organized on a voluntary basis administratively
supported by the provincial social service
administrative organization. According to the
National Service number of elders committees island
wide has exceeded 10,000The elders committee
receives a grant of Rs.5000/= for initial expenses
but thereafter functions as independent voluntary
organization. pooling their meager resources to
The Social

Services Dept. issues Identity cards to citizens over

support elders care programmes.

65 years of ages

The Cards state that holders are entitled to
'priority’in respect of the following services. Health,
Transport, postal, pension payments, Banking etc,
the National Health Service does not have a uniform
policy in this regard.

The United Nations adopted the Human
Rights Committee of Human Rights (UDHR) in 1948
which was drafted by the Human Rights Committee
of the United Nations. Three aspects of the right to
health has been enshrined in the international
instruments on Human Rights. Firstly the
declaration of the right to health as a basic human
right, secondly the prescription of standards aimed
at meeting the health needs of specific groups of
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persons and thirdly the prescription of ways and
means of implementing the right to health.

Promotion of the welfare of the elderly

Act No. 9 of year 2000 was enacted by
parliament on 4"May 2000 and it is intended for the
promotion of welfare of the elderly on the one hand
and this protection of the rights of the elders on the
other.

Section 15 of the Act deals mainly, with the
provision for the protection and of the rights of the
elders. The provisions include.
a) The responsibility of children to provide for
and look into the needs of their parents.

b)The state shall provide appropriate
residential facilities to destitute elders and
preventing discrimination against the
elderly.

The
well to be Conversant with the following aspects also

Senior Citizens Committees would do

to guide their thinking and future actions.

1. Basic needs: shelter food and clothing.

2. Medical: Regular check ups and follow up
Physical help to attend clinics and obtain
drugs

3. Keeping company at regular intervals in
elders homes or at their residence

4. Legal: If they have not written a will or if
they are not able to trace legal documents of
their  property to co ordinate with the
officers ofthe Legal Aid Scheme

5. Some elders have debt to clear. They are
anxious to settle before the die. To help them
ealize their wish as far as possible.

6. Psychological: Depression, Loneliness etc.
provide Vvisits to their residence Get them
Occupied in cultural activities

7. Spiritual: Organize spiritual activities like
scripture readings, devotional singing and
prayers Along with this the latent talents
of elders have to be identified and means of

expression provided for them like
organizing Yoga, Counseling and

personality development to benefitting the
young

Please refer Annex 1.on polices and Issues
regarding elders and Annex 2 for the venn of
stakeholders and those involved with Elders issues

2. Main areas of concern:

1. The socio cultural aspects of aging and
policies regarding Elders.

2. Use of existing medical social and
philosophical ~ knowledge to meet the
need/ benefit the elders.

3. Elders care and support of the elderly - Health
care aspects.

4. Old age psychology and social relations in old
age

5. Aging gracefully and financial planning

Main areas of elders Care
A. Functional Ability

Need for
limitation in peoples ability to carry

Home care is the degree of
are the
activities of daily living.

To plan meaningful and effective health
services, we need to know how the functional ability
of people affect their live. Measures of functional
ability or limitation serve that purpose. These
measures evaluate older persons ability to get
through the day by asking what activities of daily life
they are able to do how difficult a given activity is for
them and whether the help of another person is
needed to accomplish a given task.

The most common measure of functional ability is:

Activities of daily living and Instrumental
activities of daily living (ADL/IaDL) scale.
developed by Katz and colleagues (1970) and
refined by numerous researchers.
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These measures assesses the extent to which
an individual needs help in basic personal tasks such
as bathing , eating and getting dressed and with
house hold and independent living tasks such are
preparing meals, shopping and transporting.

This is also used for a wide range of purposes
including determining eligibility for services,
evaluation the. appropriate of care plans for elders,
describing health status and projecting future
challenges to our health system.

One of the current questions that will have a
bearing on future health needs is whether disability
is increasing or decreasing as life expectancy
increase. Are we living longer but in poorer shape or
are we moving to ward sustained good health and
high functioning well into our 8o s? This debate is
unresolved.

B. Self assessed health status

Rating of health by
informative measure of health. A final measure of

the people is an

health is mortality - who dies of what and when.
There are variations in the leading causes of death
andin death rates by gender, race origin and age.

The mental health status of the older
population is an equally important issue. Mental
illnesses includes cognitive, emotional and
behavioral problems, depression and anxiety

disorders.

Cognitive impairment refers of the loss of
Mental capacity  for higher level — mental .
functioning memory loss, confusion disorientation

and loss ability to care for one - self.

3.Health status of older people

The high - tech, limited - access medical model
dominated system of health care is quite a poor fit to
the older population. The most common conditions
that older people have, do not lend themselves to

high tech cures or to cures for that matter. The
surgical or chemical treatments that are the
foundations of our approach to 'fixing' health
problem simply are not appropriate for appropriate
for on - going chronic conditions such an diabetes
arthritis and heart disease. such a system of care
would focus on broader definition of health, not just
the absence of disease.

Managing rather than curing a condition and
maintaining a or enhancing an individuals ability to
function in every day life would be the major goal of
healthcare system matched to the needs on of the
older population.

Long term careis the system of services provided to
people with functional limitation to enable them to
function as independently as possible. We do not
have a coherent long term care system - most people
to remain in their own homes.

4.The growing need for Care at Home

" Home care refers to a range of services
provided to person in their own home, to enable
them to continue living as actively and independently
as possible. Home care services fall broadly into two
categories - social care and health care.

Social  care includes both practical and
emotional support. It includes home help
(housekeeping) , delivering or preparing meals,
carrying out errands, escorting (accompanying the
older person on essential visits, for example, to the
doctor), paperwork(filling in forms, writing letters),
contact with outside agencies, some assistance with
personal care, and befriending the person. social
care is usually provided by family members, friends,
neighbors, volunteers and social workers, both
trained and untrained.

Health care includes carrying out health
checks, health education (in self - care) nursing,
therapy and health - related home improvements.

Health education (in self - care) nursing, therapy
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and health - related home improvements. Health care
services are usually provided by trained people
under the supervision of profession of processional
health workers, such as doctors, nurses, social
workers and therapists or by health workers
themselves.

Home care services are needed by the small
but growing proportion of older people who have
difficulty managing daily living accessing health
care services, due to lack of family support .. This
applies particularly to women, many of who outlive
their husbands. In many societies, older women,
particularly widows, have low social status and low
incomes, making them vulnerable to abuse and
neglect.

5.Models of Home Care

There are many different types of home care
programmes,
Volunteer - based home help service usually form
part form part of a home care program me which has
limited financial and professional resources,
Volunteers play a crucial role in maintaining older
people's quality of life, by providing social care and
friendship.

paid home help services usually include personal
care, house work, laundry, household management,
shopping,
escorting.

preparing or delivering meals, and

Home nursing services provide short - term nursing
care, often for a specific purpose, such as treading
perssure sores. Some home nursing services include
training cares.

Home - based medical services play an important
role in creating access to medical for very frail, order
people on a low income. However, they are expensive
and doctors for home - based care are often in short

supply.

Home - care services may be provided by
individuals, community - based organizations, such

as resident committees, NGOs  housekeeping

companies, and government bodies such as
Department of Health and Social welfare and local

government departments.

5.1 Wider benefits

Home care programmes have a range of
social, and political benefits. They enable older
people to continue living with dignity, in line with the
united nations principles for older person, and help
to prevent abuse and neglect. by easing the burden of
care on females, and allowing family members more
time for paid work, they help to reduce family
conflict, and contribute to the household economy.

Home care programmes are encourage
families and communities to seek solutions to older
people's problems, and they provide a means to
contribute, often by older people themselves.

Most older people who are serviced by home
help programmes regular health checks or medical
treatment, but access to services to services is often
limited by lack of transport or the means to pay. links
established by home cures and case management
coordinators can help to improve older people's
access to services. the jaffna plan has recommended
that there must be systematic planned programs for
widows, the elderly they mentally retarded which
would address the main problems of these groups
which are sometimes diverse and of specialized

nature.

6. Role of social services Department

Elders in jaffna District fall into two
categories. those below 65-75 and those above 75
years. These elders especially the later category are
in need of Home based Care on a long term basis and
also need help in their last moments. Home Care
providers should be given sound training in long
term care as well caring for sick to the end.

The Department of Social Service has taken
action for setting up a team of Elders Health Care
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providers for the elders care and for other welfare

matters.

Family/Society and Institutional Policies and Issues of Elders.
Role of Elders Committee/ Organizations
and their activities in Elders Care Program me

Gracefil Aging

Identification of issues /problems
welfare of Elders \

Preparing the members of the family
for care of Elders first aid —5

Setting up of Hospice Center
And palliative care of Elders

Problems /Needs of Elders /
in the Family

Utilization of the services of
Elders for benefitting the society

Policies and Issues
regarding
Elders

Issues relating to mentally
affected Elders and

/ Issues relating to Males/

/ Females Elders

Nutrition of Elders and
Exercise

—

\ Management of physically
affected Elders or Disabled

Elders and sick/ Terminally ill

Sri Lanka National policy &
Protection of Elders

AN A 4
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@ \WHAT IS THE EFFECT OF THE DEATH OF ONE PARTY TO A JOINT ACCOUNT?
= |f a party to a joint account dies, the surviving party can still operate the account, but the death

certificate will need to be shown to the bank

@ How CAN A POWER OF ATTORNEY BE REVOKED?

e A power of attorney can be revoked when:

== The donor dies, becomes mentally incapacitated, or bankrupt
= the purpose for which the power was instituted is fulfilled

= the donor revokes the power
== a new power of attorney is initiated

= the donor starts to operate the account again him herself In these last two cases. the revocation of the

power of attorney is implied.
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HslFrals

Sars gLl Gauenev QFUIUTTHGT 6Ieo LS Gl

W FAQuUY M LG lwITeTT SHert
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$6V
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FLpemevu LD a5 ) O Fu1560.

4.3 BeapCaunnniT Sial®pdauler 1pennaser
-MerHops of Execunve DeveLopMENT
1. QFmHled GEFuiud (PpemBuiled
2. QFmled GEFuiwrg (penpuied

Amifsv Aaiyb apenuiev; - ON-THE-JoB METHODS
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QTP aUPHTL L 60 (Lpewmuiled epi GLomLimi
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B sei Hp Lw)FCUMID @ heuT SHeTH)
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QUB(HSBHLOTSH 2 GTOT QT H(HHIHIL L SHHNG
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QFUI6UTIT.
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BTV NFUILITS (PHDSH6N;

- Ofr-tHE-JOB METHODS

9. b ursS D - RoLe PLAaYNG : wefls
2 W& HET LOMHMILD FHemeLenLoFHiauL LiuimMFuiled
QUAEGBGHLD LTSHTLD LIUIETLIHSHSLILIG BT S
Bl (pgewi LG &L Blewev G wi et My
QFWMHNBUWITE 2 (HUTHBILL B B)(Hau(hdbG
Gumul' L euisenard GQFumenHwWTE Gaum)
ULl L uTSHFImISHaied BHlgsHsE eeubBULBaT.
86t eLpevLd UM FAWITeTTHeT o6sTF 2 flemind,
FSlpewwsaear umpl GQFwel eLpev(Lp LD
ommauisefles L hanguler o L 1LbE5HMS,
B ML I (L_6vT GLIL|GIBTSGHAUTT.
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FFe
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BenmBaUM M THaT HevhEH| OEBTETEBLOTM]
[BIM6esT BISHe 6T 160 fMLITH QFUILILILIBLD.

5. wuinds a5’ 1L miselen DTS H 6T

- Types of TRANING PROGRAMMES
5.1 2 155150 AleevgI UHSHTHELI Lilglily
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9. YHw e i allenestdhsmento LGk SHaUTTH
U(HUSMEHLD, HMIGUTSHe0 HLOLIGHEn B
SLQOUPLILSSYSEGLD.

9augg Gauemev QFUIOL GHensLl  LMHMIS
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SIEOLOW 2 M)dh QO FUIH 6|5,

8. PlpjauaTsH ew&HF CFimHeund oK ML
A FUTFLOTRTUT 6TGH M)  6TEWT 60T &) 6 &
2 (BAUTESAUBME

. Fm miewt 19F Fremev, &Fey UlrLomest mser
ommid L uFHEHT LN &HBEIOHNAT
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5.2 dsmppuuing Jos Tramne

Gouemeowirl ot  ojauisars O 5rifledlet
9 fleway @aTi UG B0 eIl HaTs)
allewarr s Hmewip QFWMHUTL DL 9 FHFH % BT
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QUK FHTEIHEDOTES  EDBUITATEYLD (LMD T EHLD
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GoWLUUGZID B)Feiepeod QO mifleorariasL’ @
BUIGVEHFIQUIEH TS SGLOUJLD.

2 aviemwwner LUIHEF BISIG Uiy LpennHenard

O\B T T (H > GHID
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Q&sment LTT 6T6d USHMH HTH YAUDTSH
Q& TLPem6vF GV FUIG] LITTEEGHLD LG FameDd.

o Gxatal Gxl'lenev 2a1dGaildhseid LuiInS]
wirereny  LUIHm@IliehL e Q5HTHed  Lyfu
25 & pPLILGYILD UPEIHTSH  SHalert]s 5
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5.3 2ad geliyl Luiba® ProMoTIONAL TRAINNG
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LB GB@hHGH 2 WTHSLILULL T6D OUTHAT FalQll
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il. yPHuw QsMPedsEaT 2 (HeUTESILG@ISETTEYILD,
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Qeuwidured Gesewl B O L6 LG T 6V
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BedL_(Lpemmuileyarars].
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vufleo Geauewt g  Flwmet e s

. uulbpielsse; - COACHNG :
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1. BPyeusseil uGlurie)

ORrGANIZATIONAL ANALYSIS :
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TGV LIS 60 DfUMENM T, & TLOMTEUTILBIHEIT
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Gavewd Gb. erelllwsewsHl UL S L 6l
YD evg OFul g
ESTLRQeausr? eraim GCspemauwmer O rifled
BN SHESHS el eTH) O&BTewT Iq (60
Gauewt (HLb.

aflaTmi &L LU®B S FHieudhT ?

LUTQIBEnT SHUISSHID A& 1860
- PrePARING THE TRAINEE

&SI PEHNHET LT HLDTYI

® Lulsymeny HiqeTLOewn] B) (ks QFU1%He)

o Osryflaflar (p& HlwW FHaug e G Lo
Lewt LjgBenarub Qsrifledlest GUTHEN G 2_aier
QB TL_renULD 61(5% H| % FaMED.

® el aTHM)BTHE B UGS BLLG BT )T

61607 LI GNGHT LD GG 55(5 3 60

* amawg Tl Qus Csar afl sl
BaxL LGHemesT 2018GaildGID LUle BT 9eurs)
Qs miflemnevuyd Lm Q& mifledsenaTiiLmm) eTesiest
Q&b 3] W 6Ud; % GTATTIT 6TedT MILD M ED

o (pupd Omifeyidb “cresi” elevim @leTSHBULD
ML dfeuir QHMbg eneudgiarar Lim
Q& TPOBaT QST TLTHLD M%60.

o Lullsymeny (LpIghd DfeTey ojeuflest @uieOLmTesT
Blemevuiled Lo He0

® aieny 2 uUSHFewlmiLar, QUTHL &Haf,
S(HANEBAT LOMMILD QTS ST B FHEN6HT F(GTHL_ 6o
LIPS 55 (LDGTGT G T T 5555 6V

BLoIYHMBHHMTF FIDTULTSH6;
- PresentiNG THE OPERATIONS :

vuimmeliimeri, Qghefeurdsds Famlujib BT’ 1qu b
UL misar epevld aflars Bluyd  aflewr T Hert
er(pLiLjeugbeni  eLpev(pd OFUIS) HTL (U ent
ep o (Lp b Luflm Fleww (P& 1w & FH| & L0
QUTUIHHSHTahHGHHTTT.  LwmHAuler  euflenFsar
LlevT eu(mHLOT M)

1. (wpuplitewiluilest b auiflen Femu @ilerr &33% 60

2. Ugiomewnt sHleviing  Lewflepuils  LIQLILIQUITSF
QFuIH

3. srei QFuieusHei galGeurrm G w6
(LPGDMEDUIULLD GYIGIT 553360

4. vewil(LpLpeuengu b LUl kT alle &% 60

(Lp (LD &™ LD W T & @ LD

QurmenLowiTse  Mleym|dHe0HET  9eMLOUI

Qouewi 1QUIG|L &  (LpSHHUW  LOFBISST LMD

O & a1l eu & @ L0

BHoTHaD  FamH60 Gouewst BILD. LG lLm ML
vulleymi seoi L, gewnt 9 flewauti QUML)
9JuAWILDTSHLD.

uuigum et AawnHum’ en_1 U &g, 860

- Try Our tHE TRAINEES PERFORMANCE

85 (penmullest Sip LuleV) kT LeTlenuI L6V
(LPGOMSEET Y M|HEOTHGLD e SBujLd QF Ui jLbLIg
CauLlBUULBS HUMIBET  F)(hHSHLILIG BT 6T
(wpspei (pedmuwrTsl  vufleymi  Fa Heo et
QF Wt (LpewMHafled FRULH Hmenoenuids HL 1q
erpLiLd eflengeursd QFuiujbing GsL HLLBGITHT.

uullp FAullesi  epeold  HlmewLoewWw USTIT & 3|5
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Q@wrewi L Hrad  HTLGW  UulebT  HTerTEGSa

Liewsflemid GV FUILI LT S HLILIBGUTIT.

uasfenwil e AamLgeo - FoLLow-Up:

Bser epeod LuiMAudet Lwest LfL AL
ubeugei  uullmFAullest Qors sl Qumos)
up plujis Yy grwiu@Eled mg. vulleymi
snsalevenclweiley 9 Aflwi sHLISEaIaemev

6T6VT LIGHGNGIT (6 TLISH G360 G\ Tarrar Geuesst (HLD.

8. wind yepows sile G1Fi15H60
- SeLecTION OF A TRAINING METHOD
vlesieupd  ym sryewllsete  GUT(hs g%
(pewLw  (pemmenwld GHifley OFUISH  &Hmib
UL[QTET ).
1. yFFemenuenen LIGISuTen & 6IeniD
NATURE OF PROBLEM AREA !
uuin# (pewmenwid, OFifley QFuI%He, GFUIZH]
(p1gS5ESeuenTigw LIesTluled 9606V LDSHSBET
D(HAU(HLT (HeUT 6ImBIBITLD Bewl Gouener
uiled FGLHBOTMGTIT GIeTLISHICO &HEBISNTETH].
srag s Flenedr KL alilg B en kL
tyFFlenerwirsGaur 9je06vd) Loavfld 2 maL
Ll & FemestimsBeum B)hbHe0mLD.

2. Mgt 2 wimpl L &850 LuTemfesr 1L b
- LeveL of Tramees IN tHE ORGANIZATION'S
HierarcHy :
uml@ U muelisefles L L5 5HCe0Gus
L Aenwid, O 5ifley QFUI%HeO &mIBULIATATS).

3. winds sTwsHSOr Curgl LUTEIBTHE T

ATaldbmapll Guasiajld 2wt & e LDT 6ol
WPpenDuiest Fnenip
MerHob's AsiLiTy 1o HoLb AND ARrouse THE INTEREST
of TraINeEes DuriNG THE TRAINNG PERIOD :

il wHend 2a1bBLILBSGHHALD  (GHTLISHITHE0
UGG QaETaTarTeh LBIGUDMILGITSL &
Ui AL QurmL Henar yM(LpssLd QFuIalsed
LT MeUPBENET LUIDMBTHT GHEBUITTSHED
Govewt b,

1. s@Faurihs LUTIDYBTSET aSamLLILg

AVAILABILITY OF COMPETENT TRAINERS :

vl i uullm Fullest  (Lpdb Bt LoewTS T
oTed LS Te0  Lullm mym et HlmenoulSeoBuws
L) Aulet LILIGYT S BISNUATETS).

5. W8 S saHev
- AvaLABILITY Of FINANCE :

vl Fg sl Qemn) GQum  mls

BleWL_LILIG] LOB@YLD 3 T FHLDTGH ST EHLD.
6. GCmyID B»L &FHev
= AvaiLasiLry of Time :
uuinAenws QaumMIBTLOTS  [BLTSHSHIUBHN S,
Qumrgoresr Gryd FHewl &5H6e0 GouenT (BHILD.
DJUF] & H)60 OFUIHEO Fnl_TH].
Reference:

HRM ,MBA Departmnet, NMAM Institute of
Technology
Manipal University, India.

AN A 4

’

COVERS GENERAL POWERS OF ATTORNEY?

general powers of attorney.

cheques.

\

@ WHAT IS A POWER OF ATTORNEY, WHAT ACT GOVERNS POWERS OF ATTORNEY AND WHAT SECTION OF THAT ACT

= A power of attorney is a type of agency, a formally written deed which allows one person to act on behalf of
another person. powers of attorney are governed by the powers of Attorney Act 1971 and section 10 covers

@ \WHAT IS A BANK DO WHEN CLOSING AN UNSATISFACTORY CREDIT ACCOUNT?
== When closing an unsatisfactory credit account, a bank must give the customer a reasonable period of
notice to withdraw the funds and return unused cheques.
@ \WHAT IS AN ENDURING POWER OF ATTORNEY , AND ANY IS IT USEFUL?
== Anenduring power of attorney is one which is not automatically revoked when the donor becomes mentally
incapacitated. This is useful because it is often in just such circumstances that funds and return unused

\

J

VETT Y

iy - @ : 9009 //




TS SHHIHEHHE QAUFIOIFISDIGD HLAT SiID6ApD
LLsSar 250) OMasanar 2wi EHnaim Hid

Mir$5555mPulld, GUEHLUTETET  CBTHEHS
AUTRIGEG6T  STCFTmeY  (peBLD  HeoLGUmIdlemer.
Seueumm) BewLOUMID STEFTENEVHEHHHTET  LIGTITSHNS
o Lagurs amduled Bmbs Gupupgumosd v
BTl &6 sflbger eerT GQups &agqul ellsoTsaLd
afgsaiest Quflu  arssisense (post Dated)
Vesteneiw Slad aaramps @hlea! erpd srGareamsenw
QULPEBIGHEUGHID 2_6wT(DH.

GOESs SagsHed sTCFTme  eMeusS\(HLILIGUT
amdls@s CFain usISmesl GuD (pHULLTE Feo
Gousmensaflsd sumidlbaamniag epLlinl Herterg (Account
Closed) eaiatiBpm  eumidluflsd LiewTd  G)6venev 66T GOT
amdlsar GO G s1@sTamevenw  swealldseuflb
Spils CarGrugId Bl GLmIegIETTH.

Qarpwiiled 2 6Ten UTHSS [B6V6EVWE &6
uevaupdled BHsmaw wHINPHs STCFTmESET L6V
B6VL_F&H&HEwI BT QUDIDSILIEHL WHEIWITES G)(HLILIDSS
SHTE6VMLD.@UDMISEG —sTeleuTml  LestiSHensll  GLmieus)
aaTUm® QsMNWTed Lo aisSsTaar HadLL
LBugeHIH. Baieid  Feof B  weaipw  CFsm
SmessPI CEILOemev a16Tm Fndlell B GLoeTesromul
Bmpgeldaug 2 au.

Baigmid  Feom  GQureled [Bleweowid GFaTm
(PePLLUTH QFUISTE 18 Levssaflsal GuTeuglsvamsy
CueTty SHGHLUTSEHD 2 6wu1(h. Gsueurm LsoGoum)
SHTJESIBIBEMTED  LID  6UTSHSHBTH6T  oewTd  ComeugiL et
AUTHSBHSVILD HOIL LOGDL [5GIOTETEITT.

BHSHMmBWTHEHEE uyLullyersors o wir
BSIosIDLD STCFTEN6L FLOLIHSLOTES suLpmIEW & UL Q@ETm)
BBLILSTE) LY aUTSHSSTEET Hleumet [bHIoemg&led
aUPSMS BTHRIBGET @ FLLSST6w cpevio, private plaint
M sTEs OFUIgG UeTHmSL QUDESSIQUISTUI
B HESHDG. BSTMID LY ATSSSTHEHHE Bbs 2 Wi
palosiy Sy Gsflwrosd  #lLw  Gsflwrosibd
BBLIUSTE LTSS GUDIPQWITIDE S NPHS
STCFTEMEL HeW6T MoUSHSHS CBTETQHLILIHSUD [HTLD
BITETHEHIQUSTUNHESEDE. &G 6160BT(HLD HETTENLD
Gup Gupuy o wir FHweE Sirlimuybd &lrgdler
FLLGHET  aluFSHmSUD snmieug LIFCUITFIOTEISTES
elemmI@LD.

&L Apail’ B alCaL g DUTHBHET

gl Lib (Debt Recovery Special Provision ACT)
1990 and 1994 Qemmsulled ST eupE GLd
Blmsuesmaser (Money Lending Institution) wev 2 _esi®
alGgLwors amdlssr, BlFs sbusilssr aTgEme
WITET(THE(E HL N6 suUPRIGSeTDet. B)& sLenest Sl(HLINs
CarThae GWwuTgy @meurn &TGsFTemed  (P6EVLD
sLemag UG CaTHsSpTT 61 meud &id
Qameat@aurd. & &STCFTeM6L LIGWID  (3)6D6VTID6D
Smpuuinl Lred oevevgl aumiSlulled LD  G)s060mLo6D
FmpuuinlLred sl CsThEHs B Blneuard o6
STCFTEM6L QUPHIEWIOIHES THTTS DFEFL LSSl 25(1) 1b
flelesr E1p BLoUGEMES 6THIESEVTLD.

SlsUTN| BLAIGEMS 6T(HEEGLELITE &TCFTm6
aupEIEweT GO LTbSauTed STenLGaSTed Sjeui
Bhsl  LWHSeTed L6V

sT8FTemevdemer  eum &lulled LD )60 60D 6D

& 6TUTL_ 652601 8>() 61T 6T &\DITT.

(L SI6uBILOI60EM6V. S TIDLIGS6D G)& FL L LD SL6UT GULPERIGHLD
BmieuesmiaenésGas (Money Lending Institution) Gesogoid
GTETMID SHSLILILLHTED FTHTTE aUTHSBTHEHEBE DS
Q&6060Tg) 616816 & (HSLILILL ).

Bhs&ESEHSHSH HSTHID LT waHHUTe Bleveydmgi.
Bg HUPTGWL. 2 WIBHETDD GHMET  GHETLO6)
sre0Beur(pd @BsL LIflelest &1 oupsmsas CBTLTHS
LT 560811 QLIMEVTLD 6T6ITM &I

&g FDLUHBHIDTET QIS

The OIC, CID and Another Vs A.C. Soris ereiip
QUPEE LIGTILTT6UEDST [HHleuTedl HHIDETDIL BLbHSF)
aiB6s1 LesieniT o6u supddleir Sirlienu Wenmuley Qe
LgIeweT GLo6d BHIDSINSH S0 D6k 6ULPHSE) BLIbSHS! 6ULPHSE)
Gevsswd  185/2004 oseaillaiai  oSaaps G
2 WTHEHSIDSS0 BLBSS. oupdH@E Hevdsd 90/05
2 WTHSaDSSed @pyruiiin’L eliwibd erererGeueiled
SLET 6UPEIGLD BINIGUTRIBEHSEGTW  FLLIOTE  SL 66T
Salp  aBFL  gpurhsafledy &p 2 eter  25(Dibd
Wfleurest Cheques Drawn in Favour of Person Other than
Lending Institution ereiugy srsryemt  srGFTensv
OaTHHH60 auThIGD Bl Oumid Gurg &TCFTensL
wHIPHSTE  STCFTEMmWLT  QUDDIT  AIPHMmS
eTEHE  OCFulg) ueHensll  GuUmeumom?  E)gement
BesremI@Lom(h sudlulled Faplenmed GopLig &1L Gdlest 25(1ib
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M6y BL 63T euLpBIGLD Blmieues RIS EHEE DL HILD GF60aILoT?
31606V 6T160BEMT(HEBEGHD CLITHIUTETSHT? 6TeTLGCHWITGHLD.
o Wit FHosToLd eTeumHomm Hlema.

"That Even if a Cheque is Drawn in Favour of any
person other than a lending instituon section 25 (1) of the
debt recovery (Speual Provisions) ACT Appilies There to
and prosecution can be instituted under that section"

o wir FHoaips Sroureg wIILIPES
STCFTEMELHHTET LIGTTSHMSL CQUMIAISDSTET  QULPSNS
BLEIT QUPEIGLD [BIMICUEITRISET LOL (HLO6VEV 6TOU(HLD HTEHEH60
QauiweoTD eTeTwa /L85G GaTmiaer &1L BleneoriLim)
b B0
Q&FUIWITLDED
SIQUITELPEVLD
Q& uweomid

eresTenQeuelled  LAHIIPHS STCFTEMEVEMW
ueum Gumedled BlemeowisSled  (pewoLILITH
CHIQWITS @ FLLSSTmTmw  igmid
psmE BHlourer Bl  HTHB0

eTeaTLIGSHWIT(GLb.
LSNP HSH HTCFTENDHBTT AIPSHNDH GIAIGITYI
BTHEH0 \FIwIGeievr[Hib?

wISlpn s

OUPBETTHOTEITEY LIGTOUIHLD DIDFRIBEET 2_RIGETS

STCFTENEVEHSTEN  LIGHTSH ML

aupsdler  Nrdled sl GoussiBid. (PHEVTEUSTES
sTCFTEMEVMUW 2 MBGEHSHE 6UPEISIWeur 6160t 631
BTG SDETE b STCFTMEVMW 2 _MmSBEHS®E
aupmidlenmit. swrumfwre Bhiser G\(HHSTed 2 _missflLLd
QUTBLBmET  uTEIdlS CBTEIH JSHBTE  HHH
STBFTMEVEOW UPTRISIEHTT cTe0Tes BT L GousssiHILD. &L 63T
aurm SWlmEsT  ABD&ETE & &TEFT 66w W
aupmidSlenmt  ereod &ML Gouewi(d. Leitenm Db
sT@FTemeY  sumiduiled UG ms  CUDISHSTS
Frifssiul Lg) eremid eumdulled LswnDd GsveurSHsmed
Spidl 2_miseflLid suridlules @GDHIILL 6T suprhsLILIL L&)
eTTLIGID STLLLILIL Gousta(Hid.

okl STGFTMEVGSTET LIGHILD  B)606060  6T6ITm)I
GO B 2_misEpsE STCFTMMmMW SHB(HHSTEL B!
upy BrssT @ BYSD aWpdHl BTCFTMVMW
phounsE Al eugsms  opleliugi e
ueisens SHLTM Casls GCousmiBd. JauT STHFS
SHSTEL AUPSSG 6IPTH. DEUT LITISMS STLOMISSHT6D
QPSS 61(PLD. BMIHWITE 2_MisEHEE CopLig &L gdler
S1p LISHmSL QLD STI6ID 2 6uI{H) ereTLemg elende
BPHOSIDSHLD uasms Gupms SmoTm  Gamy
GouemT(HiLD.

Bbs gTdled Frser Tl furs el ellma@w
BUTHeMe  QUUEDTWD S eueTRsaNET  QUWEDTULD
GOIIL  Gouswipd. &TCsTeme CaTHEHS LSS0
B Sleureit BHIOSIDSHS0 Qb aUPHE) HTHHE0 GFunliLL
Gouest(HiLd. 2 _gryenions  GQarapbliled  GUITHL&eT

Gamealsia] QFuwlLl(h &TCFTEmMeL @mIE 6ULPHIGL
UlLTed Sibs BHoural BHaATDSHSHCOBW  aupdHE
STH&E60 GauwiiuL Gauemr@HLd.

QuHurs  BFRSHT MpHmE STHHH CFS
NesrenrT B SoanSSled DigLDPWL CHTGLILEDTEOW Fan
GouswIHd. BHleuteit o5 GBTGLYUHTmW CUTNISS
erBlrmenld@ SIEMPLILITEn6mT Sis06eVg GBI 1ead eIIL|
uBT? etend SmoreliumT. o2 mserg GCarfosmasmuw
BHIDSTDLD DSV 6T65TD BleMEVLILITL 6L [5 SILD6HTDE SHl60
2_anliTeH% Gausmr(HLd.

2 MGG 6UPHE GOSLILLLTD [T
erglymeflenws BHIOTMISE 6UBHOTN SLLEDET SIGILILLD
SlauT LYIBSTO Sleusny Ligss FHoaTPSSD uei
u@saioTy  Ligureneenw  Uplilée@w.  Lliguimeneser
Ooudssii Lred  Segalsd  Lenesst QUPRIGBLILIL
T Lrgl. &G aiglyral GBI esdlom s 2 L GarGuw
B8 T d S0 GHTeitmieurr.

erlymef euLpss (@ eNFTTenewTWLISTN 2 MBI EnHL 6T (T
FOIFSHDE 6uUbBGI DTSHT LOTHLD @ OHTENSLI LISTIHem
CFVIHS 2 LTLL6MD. GbE 2 Learurlenl Whlemmed
Newteorm  FBsTILSSDGWD aUpSHT (PYaSGL HHB
BLOUGES  61(HGSEVMD.  elLguiBLleid o miseng)
LIGNIILD ©_TBIB(EThEE) SlenLSELb.

Baleural Bawainssled aupdGsTemn
FlLBsyen epeod (Private Plaint) oisvsvg Guiredleorit
eLpsVLd BTdHS6 QFuiw euPuNBLILSTEL BHRIGET 2 HG6TS)
UGS QUD @) FLLS STl (peId  Di6V6VE)
QUITEN6ID PLPEVLD UPEHENBS HTEHBEL CFiIg QBT6iTemeVTLD.

BLST eIl HF FLLSSDE (et L6
SIBBOTUISH SIS QaTerrL el wid ereiterGsusilsd meul L
BHOSIDEGSDGF CFai) apsmes STHSHMN CFuig
LeVaTTelBaTE eIemID STCFTEMe  UPEIEILIG  LIGTD
Beveors  Blewevulled el @eaTempud  Siweill
wgwrg erermid Guoad Guaid GFsvaur@CuGumydu
Goumi eTMILD HeWL GILIMTS 6T6TLIGILDT G)LD.

ST SLT DB FLLSSHT  gHUTH
BEHHE 2 WT BHOSPL CaEThHS Sriume Gsim
GuhHLg SIEISOTUIIL Blensv WLIHOUILLH  LISIISHma
QUD B Blenev gFHLIL BH6TETE) TETLIGIDT GLD.

el L FHOSIDSSHe0 alpsmsd sross Qe

GouswiHomerTed  BTGFTemevenw  WHIphHE  eTent

GO L aurid) 2_siten GLSSCoBW aupSHmBS HTHSH60

QFuIw GaustiHbd. DISFHILST M B BTEVSSHE 6T

AUPHMEBS ST OFuiwl Gouswi(Hid. @\bs B\T6wtT(H DIDFEI
&(epLd GLopLg &1L SPle S1p Seualléall LHeuSHe0smnev.

AT — GUGVIDLS)
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HL_ANBENGTUJID (IPHLEMBIHENGTUID eIeNBLILBHBHEVIID,
BLGIT BL L. QHBDHB CFUIHID

BDLFEHDETUD  (LPHLIETTRISEDETLLD  STLOTSH@ILD
QOMRIGTHAID SpUIe| CFUIF QIPMIGD GUTE &L 6T
MG IRED  LNGTETEDL eYSHED6T GTHTCBHTESSHD  GHeDm
QUTHBGY STerorLILI(HLD.

SmUlab feoo Gouenersefled aUmSGEHD Bl
BIDIGIETH SEHD  GIRMHISI &L arHeeT GAnaill
APIRWIMLDED GUITGUGILD ©_6uT(B.

HLET AMEILI1260T ARLILIEDLUNGD S GTTSHEDETI|LD
WwHuaTm SemeTwd & audmw Nfleserms

NiflsaeomLo.

&u. vipnardled
(PSTENLOWITETI,
LoomIans QUEIE, SMMEIGHEEIGIAND.

1.

G IDRISTET HLOIHEHID (L NHLIGIITHIH EHID
[PLA - PERFORMING LOANS AND ADVANCES -
REPAYMENT 1S REGULAR]

sLeT QuDLILLL sLerTefgefanmed Weréd QFays
FIEDSHITES CTHSENSLOMET MHl)eDeUSHEBHLD SHEDEDTLOED
B(LMGTHAD  PEDDWTEHD  HenL G UmImuiler
SIGIQUTDITE  SLETHET 69 (LRMBIGTET &L 601 &HEHLD
(PHLEWTRISEBHLD h@&LD. [PLA]

2. QFWL Be»eoWDHD FHL GTHGT

[NON PERFORMING ADVANCE) - CAPITAL & INTEREST

DUE IS NOT WITH IN A STIPULATED PERIOD]

gHMIGASsETETULLL  @UUBSSSDE SHeDLOW
WerEQFsgems BevLaupraillLmed @mllL
SLATHET GADOF PDHUGHEHET G& U6 HlemeD
SADDGUHSHHEIT 616018 SHSLILI(BLD. [NPA]

QFWIED FleDed HADD SLEITEHED6T SLPGUTHLOTM)
QUDSILI(BSSEOITLD.

[CATEGORIZATION OF NPA ADVANCE]

1. SPECTAL MENTION
2. SUB STANDARD

3. DOUBTFUL

4. LOSS

3 - 6 MONTHS
6 -12 MONTHS
12 - 18 MONTHS
OVER 18 MONTHS

NOTE

STFTHGGUT SIEDE0G) &ILLRUI LIGWTLOME &TenriU(BLOIL &)

SLET  eMIGHE GUDILLL  LIenenrmens)

SGHELaTaE 6 WTesslar Ularar@r GFwhsImernn
SLOTUGSS @ WwTmHoUUBL.
30.04.2009 D@ wPeTeT 3 LTSS SHrewrtill (B

85 Qswpum®
01.05.2009 @n@EU Uaram 6 WLISm&EeTTs
Bless Il (BeTerg). cTanGoy &8 SLeE6T 6 TeSSe
Neiren @y &ui(B GauwwiLiBL.

QUITSIQUTS QFWGLHIEDED DD  SHLGITEEHEETE0
STEOEUEDTUIEDD £@6).|@Lorr@1 Sfewiow|o. [NPA TIME
PERIOD]

1. POD 90 DAYS

2. TOD 90 DAYS

3. LEASING Qsrm_img 3
LOTSMIGET QFQISHSL]
LULITOE0 G(BHhSTed —
[RENTAL]

4. CREDIT CARD 90 DAYS
FROM THE DUE DATE.

5. RAN SURAKUM ADVANCE 90 DAYS FROM AGREED
PERIOD

6. TERM LOAN QgrmLg&flms 3  LOTSRISGET
QFQSHSLILILITLOGO ETHHSTED.

WSS URISIWIET HenTESEL (B HEDLLPEDMEEHEE
SIEDLOW GUMRIGIGETITELD erementt Bl mHimieuemhiger]
QYLD FHBSHLOMET A0 AMETL(PIQUITE  GL6iT
SE@HHHTEN L 65IHHD CFUILIGEUETITIQUIS] SHLL T
BHMALILITLTGLD. SeIeuTn) 8i6860 QFUIeuSmen 2
aUeDHWITSL LNF&HHe0mLD.

1. QuUTEIegIGHELD [GENERAL PROVISION]

2. Qsweomm SLOIGSTET BLL @FHIHHLD.

[NPA PROVISION]

GILIT 16D PHlh BID

FHOD QFWED Hlenedwiled 2 6TeT  SLGTHEHSELD
[PAL]
MENTION]

ali@sLomes  @oudiLiule [SPECTAL

U@Ssefled 2 6Ter  SLATHEHSELD
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QTEeEsLaT QsTaawllsn 1% @ @ormusdd s b
QUTEIL BUGTLIRET &IHESESIID GCFISH MaISSHED
BGavew BO. &F QFWDHUTL IREDET HDEDEDLDS

smiflwmeow Lo GLomHOI&TET@BLD.

SlFWDY HL QIHBTT B L §QHIHBID
QewpsSmermm [NPA] L@SHuled smewrliL(BLD SLeot
plagymasaing Sapplar FlaeogelheE anu
LOTSMHSD GHISSOTSESILULL eN&STEmTISSIDHBeHMHL
QUMIES Eleeas6iT BL L 6081585 DL BLODOSTETEBLD.

1. SUB STANDARD - 20%
2. DOUBTFUL - 50%
3. LOSS -100%

AlFUTF C\FTSHHIHHEHBBTOT HL L

DPIHBH
Prov.ision gon Immovable Property [Hain Cut
Provision]

SIEDEFWITE QFTESIHSHETNE SHL 6T GULOMIGLD GUTG)
LSS RS SNMISSOINES Sermie HLL
@R&HSB CFUwiuL  Geauewr(Bd. ey  WSerd
CEFQSHILLTE SDFUTE QFTsHHeEsHeIDE 2 flu
SLATHETNNG &I6HMIGEN6T GLDOGTETETED  HEneD

QaIL(B&6d wedm [Hair cut provision] eremili(pLo.

o L& efibuenar QumiosluNeyid [Forced Sales
Value] UMT&HS SLET QSTEDS GHeOMAUTEH EIHHSTED
RFGSH QFUIL  GeuemTRWIEDMED. LOTDTES 2 L 6T
allpuemar] QUOILSUIQLD UMTES &L CSTens
F(BBTE GBS LleiTauHLomm) (L L &L 6T 62818585B
Q&L Geuemr(BLD.

Worked examples :
1. 6 M-12Months [substandard] 75%
Example 1
= Oniginal Amount Granted
: Rs.5, 000,000
= Securnity
: Immovable Propenrty
= Present outstanding
: Rs.4, 220,000
= Installment in Anrearns
: & [substandand categonyl]

= Net Realizable value of the Secwiity[Fus]
: R5.6,000,000

*  Discounted value of the secwiity
: Rs.4, 500,000 [6,000,000 X 75%]

= Surplus
: Rs.280, 000

*  Loan Loss provisions required
¢ NIL

8au o grgasglaruie Discounted value of the
secwiity @peng Present outstanding e @il
SBHLOMES STer1L(BeUSTEd FHUM(B Q&I GEueuTiQul

B5ema6uLIlebeneD.

Example 11
" Orniginal Amount Granted
: Rs.5, 000,000
= Secuwrity
: Immovable Property
= Present outstanding
: Rs.4, 220,000
= Installment in Avrearns
: & [substandand categoryl
= Net Realizable value of the
Securnity[Fus]
: Rs.4,000,000
*  Discounted value of the secwiity
: Rs.3, 000,000 [4,000,000 X 75%]
= Shontfall
: Rs.1,220, 000 [3,000,000 ,220,000]
= Loan Loss provisions required
: R5.244,000 [1,220,000 X 20%]

8au 2 grgasglaruie Discounted value of the
secwiity e el Present outstanding SSH&LOMEE
srenrlL(beusTed @miE gour®h Fwwiul(BeTerg).
8mE UDDTHGODITSES STaTUUBL QS TensiLiler
SGsLaT  Hleveowllar allSlsmemrsshGsnu  ernum®

Q&I Gauewr(BLD.

2. 12M-18Months [Doubtgul]
= Oniginal Amount Granted
: Rs.5, 000,000
= Secuwrity
: Immovable Property

75%
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8ed  sTeanTliL(BeIST

Gover(BLD. @mi@  Discounted

Present outstanding
: Rs.4, 220,000
Installment in Ariears
230 [18 Months in Loss section]
Net Realizable value of the Secwiity[Fus]
:Rs.4, 000,000
Discounted value of the secwiity
: R8.2,400,000 [4,000,000 X 60%]
Shortgall
: Rs.1,820, 000 [2,400,000 4,220,000]
Loan Loss provisions required
: Rs.1,820,000 [1,820,000 X 100%]

86 2 gMransdler L FsLar Loss Section

100% gour® QWL

value of the

secwnity &l Present outstanding SSHL0MSHS

SrenrlL(B&SIDS).
3. 18M-30 Months[Loss] 75%
4. 30M-42Months 60%
5. 42M -54Months 50%
6. 54M -66Months 40%

Q&FWeMHD Bleweoulled 2 6TeT &L 6T HeDarT

BerlioUnIeISHE eT(BEHSLILL GeUETIQUI L GULREDSHSET

Negotiated Concessions GLOS&LOTS
QupiiulL 4% aligeow  [penal rate]
S60e0mLom CFUISED.

Rescheduting (Adjustment /| Extension)

QAUMATWSEE JOHDIMD SLeT STelLGSlemWw
SH6DEDG) HEUMETLI LIGITS6NS LOTDHD) SH6DLOSSED.
Restructuning (POD on TOD convernted to
BLes)s

OB TEDGHEDILI SL_GTTTE QULIMIGHED.

Loan) UDDTES IS UL L
Compromised Settlement aIm &L
QMRS D& WTET(HLD D MISQ&TET6TS 56 &
Q&L Seuflar  BlSblesmemwl  SHSSID
smenr(h UreoUT el (B&O&T(BLILISEBLET 69(h
2 L UMM @& QUIHSED.

Parade Action Udw sLaT Simeilled &L LD,
[Special
Prov.isions-Montgage ACT 04 of 1990] @umm

1990 &per(l 4w ifleller L

SLEDAE QFSSTEHIL ST CFTEHDS llDmids
SLene LSeTlOUNeUSHE eumdlEer o UL,
g BlS pimeemisefib@o [ Financial
Institutions] 2 fleno euPmISLILI(BSEE GBI
BLAILENS ShGLD. 8FeT NISMID cumisslser
STOMEGR IO BLAIREDS DTS
QFTSMS GNHLIEDET QFWIL (LPIQU|LD.

Mediation (No:72  of 198%)
25000/- 2 LulL SLEOTSHET AHBSHSL LGS

Boand

Bwumuréles  gouuild  wepull (B Werl
QUMIBEDE GLMOGTETETED. 6l Bewrs s
FeoLuiled Gemmbeg 12 2 MLl THET SAmIGLD
GUESILIUIT. a1 o mullarTeer SiFdleamed
BlwdssLUGaTTSeT. el 2 milLilerTaer
Ny&aenearenll SpImUIGEG SelpSLOme (LRSS
QUMHAIT. &F sFouwrears 60 Brlsefhger
wroe amslsEe allss  Gouenr BLO.
Sl wee &rarluLrsallls g
"Centificate of Non settlement" uGSD
QURIGLLBLD. BUUSSHITSMES CSHTE(B Gl
el L BHOSTDESED UIGESSTESD QFIL
weuid.

RESCHEDULING

RESCHEDULING  "A" Capital Only
W(paugId WerefliLé QewiwiL(BL.)

RESCHEDULING ~ "B" Capital & Interest
(s euliguid  Wemefllyg  Q&wwliL(BLd.

(eulie

gTHTIeNT GFLOILY el Iss5Sled L6
QULPMmISLILIBLD. )

RESCHEDULING "C" Othern Charge (eremenul
oipei(pser Werefllysd agwwtin®L.) SPECIAL
MENTION &b o eitemens RESCHEDULING Q&Wis
Nour® epmisTar LUGHESE [PLA] Q&mewr(H
QI wowwb -Reconciliation of NPA to PLA
Special Mention 90 mrisefib@l Ner@u
[Aftern Period of 90 Daysl
SUBSTANDARD, DOUBTFUL, LOSS Guemaihemm
360 BIL&EHEE LIDUTGL. 6(LMRIGTEN LiGS5E

SiGIeITM)

[PLA] Q&memT(BeuT (LPIQULD.
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REMINISCENCES UF THE SENIOR MOST BANHER

I Werawatta Kankanamalage Nimalsir
Perera feel proud and honored to know
that the senior most person’s tag of Bank
of Ceylon is pinned on to me. It is a great
pleasure to look back the fast and the
branches 1 served since I joined this

Mammoth institution

Born on 27.07.1949,

fortunate to be selected to the Sri Lanka’s

I was

first native bank, the Bank of Ceylon on
01.10.1968. I was still a teenager at that
time as it was customary at that time, new
recruits were generally posted either to
city office or York Street and Pettah branch
the then head office of the bank as this

: ms=smege

=

GMR, Nerawatta Kankanamalage

CNimalsiri perera

Presently Executive office of our
Petteh branch is the Senior most
person of the banking giant
bank of Ceylon as at end of

July 2009.

three places are considered to some extent

as the training ground.

I was first assigned to the Pettah
staff. 1 served in
International Division, FCBU, and Pettah
branch. Although I gained

branch as a minor

lot of work

experience from my banking career .

Itergrity”

nowhere at all"

"There Can be no Friendship without Confidence, and no Confidence without

"Pull the string, and it will follow wherever you. wish push it, and it will go

- Samuel Johnson-

- Dwight Elgnhower
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JESWIN & POINT CITY COMPUTER INSTITUTE

AVIVSDT ML IHBEBBEHT &HsoorsoTis (UTPFUIGHD
21D SMGBHD AS® - UBDSD\HHIMD

senterlls  HMHend  Qrplullenet Gom QS Ter@hLd  LOTENT &l 3 6VhJ &M b
NI &Hsoorsafts LUTDFISHG ST CLomOBTaTaTLILIBLD.

2009 M) cHlGet

HING BPHG ABYIlaar GHedTeTEnD
udpunenjoet uaTOUmID cuaaiiied

apai udpd appluiaar
GneGIATUCTHEHHGID,

G HeLE

iﬁ; Internet Email

K umamph Soaswns BFoLaumMSLar uuihHaA

aml Wwipud ey Sovaiswrs Internet umiyés b
asd) awmasmearariu@Bib.

qe
X

wHoD Saravrujid urLaphlEsrar YWwsasrasullstlwibss S0% MesL sflaamuyb
Siagrenmui HlarGw sHlEsuul G uuilHAuileyr Saavrsg)ls asmerariau@eai.

Saavrud Brerary GFL Slaruefiyll aunGlLsear (savrafl, mdehl Fimksare)
apmIsSIuGBID.

SaoatTuid RUAMTIEAGID Saavruid Brararg] GCwHSHIINCLaDHan 2 misH
azg) auHMIS OSBNETE550 CuavrGd. Saarruid Brararm oums sSumid Nery
QIIPTRIS LILL IDITL L ITS;].

SmdSsrgwoLrwu asmilHuulHisF srardspsesLar AmEs ILANuTsEsLar
BaLaunib savrafls snHans anphluild ESanaurhs;] LaTOLMINEIS:ET.

< uging WsSGIANLE Swiuamiser; wrawagser; SLAMNuTser; 2 GHCunsssiTser
SlmaraGEHEGDd gpou sovwrafls soos ampdlsar  difleurar  eflardssm s eI aT

Qe
N

@
P

®

9p
/

BaLaunSlarmer.

Following Course

« DIP. IN. MICROSOFT OFFICE - 2007 - (3 MONTHS) - (ySu iILSSI L D)
« DIP. IN. DESKTOP PUBLISHING - (3 MONTHS)
« DIP. IN. VIDEO MIXING - (2 MONTHS)
« HARDWARE ENGINEERING - (2 MONTHS)
« WEB DESIGN - (6 MONTHS)
« INTERNET & E-MAIL - (5 MONTHS)
«IT,ICT - (1MONTHS)
« ACCOUNTING PACKAGE - (4 MONTHS)
« SCREEN PRINTING - (4 MONTHS)
« VISUAL BASIC - (2 MONTHS)
GLD6V 3B BFaneNBAT

CurLBL eanid, QelCarpPim, dplaion, ool IMIGHED, PPed, Gl BHDHIGHED,
Olmpiispaet GIGdHee0, SaPapnH auad, AGTmebud Sampiydder, FLaLl yYoHGHRIGET

wisaanar ufl e GoastanL BiafEna 5 K555 AL ApREIIGL

/ Qe & &Y S5Sleny — @ueo : 2009 )




([IBOBITHIL b
Gyuone B3 ulswesuliswsT
Wr@ SLIHNG (PUnsId G55
FSH 155 Brississ LLmibeLs
elpBwnail Flwd ga alnbunss s

15/2, @gnoprear id), wmpiiumeord

2 femwImanT: &SRB D &WEGDN].

SELVA F|(TRICAIS

WOIEIFagd Huaus! e, T SmSHag DlsNaEH%HET,
STEOBOAT U MEDEHHST, hidh Ham&laer, & wlsr
> Bowaal Lissi, el aemsHst manbmauyd BT &%)
:Ll)a)"[m(r&m Alamsvilsd D_HSgagG L YD, HIDAHHIDAGHH)D
HUHMIGH HBALTET HAL Bsootpnl BT & th

[
_—

B\Z-6VMIY 6X6VIT BBV

T.P. -0214590524 uered 6, BHABDOBIET T hH.
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WD wraL, SOHOE ITHE)
SanaTwri® meoaryf Sosshwds SWH1D

BGVMRIcHSE GUMmISS)
2 569U GlUM&)|LP S MEDLOWIMGTIT GHEY|GUGVELD,
wrplUmeoTLD.

T.P. No. 021-2222735 T.P. No. 021-2223126

UBIAED, QUTHONWGED, FeIPGHEMED, HDM6D EH60AHEI HIGOTETOHID
““o51 & &\ U0l & HHIGHNTT

O W, iy o
6108 B)BHTEITERI(H FehFlewasUleT FhHBTHITTS 6IbeNUD GemaTGUTEnIUD 2mEd S sT6]
BHFIBOLOTD| LiswsTleussTLiL 68T Gouensig BlHeleTGmTLD.
NFSHSHILL Calamigul &b T a@iLIyID

0l. q@eurpLd 4978 (4X150) em.600/=

02. Sewy eupLLD 2 Lggsl (2X150) em. 300/=
FHBTL LITIHNS 61108 SLps CFLOIIL] Hewwrd@ Gev. 6566508  Gevmienad eumid wrp. CnsHrs
Hemena @, LsmtorEGaur/ srTCsTemeowrsECar/ BIbsrs sl Leer cpsooraCam e Goum)

O T&&SLOTEHGUT FE)ISHSHE0TLD.

K. FleueprenapbsyLd N. Sleurt’ eworid
Qawevren(Hd Genewst =y AfwimHDd 2 11 gemevau(hd LNgsLo oy Ffluimid

FehFlens emuiLL Geussigw (paseufl a6 DIEVI6U6VELD

IBIT6BT, ETHLIMT..vevevererrinennnenneesssesescaeseaeane SIMIILEUSET (LpeVLD a1 FehFlensulest FhHSTHTTITES

Slad FHSTHTIT QLD
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Bank of Ceylon - Jaffna District

Sports, Welfare, Social and Art & Literary Association
Bank of Ceylon,
Asst. General Manager’s Office,
Hospital Road,
T.P. No. 021-2222735 Jaffna. T.P. No. 021-2223126

Subscription <2a548)~ “The Catalyst”

Dear Subscriber,

We seek your kind assistance and support by becoming one of our subscribers to encourage the
releasing our joumal quarterly, which is going to be beneficial for almost all the target groups.

Details of subscription
01. OneYear 04 issues (4x150) Rs.600/-
02. Half Year 02issues (2x150) Rs.300/-

Payment may be made to the credit of Savings Account No 6566508 at our BOC Jaffna Super Grade
Branch by way of cash Deposit /Cheque /Standing Order or by any other means.

Secretry cum Sub Editor Vice President cum Chief Editor
(Mr. K. Sivagnanasundaram) (Mr. N Sivaratnam)
Please Detach Here E
SUBSCRIPTION “THE CATALYST”

Full Name N
N.I.C. No. N TR NO: .cuovurinnieienrinsincinciasiassensensens
AAAreSS-HOME :.....cueeeuuieenneeeuneeeueeruneeseneessneessneessnsessnsessnssssnssssnssssnssssnsssssssssnnsssnnssans
OffICE ieeeuneiiniiiueiiieiiiiueiitueertuertuertaeestasestnssssassstassssnssssassssassssnssssnsssssssssasssses

Magagzine Delivery Home Office

I am happy to become one of your subscribers and here with send

Signature of the Subscriber

[ ama ey iy - @ : 9009 //
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