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thbf;ifahsh;fspd; Kiwg;ghLfisf; ifahSk; 
eltbf;ifKiw 

 

1. mwpKfk; 

vkJ ngWkjpahd thbf;ifahsh;fspd; chpikfisAk; NjitfisAk; 

ghJfhf;fpd;w mNjNtisapy;> epahakhd> xspTkiwtw;w kw;Wk; nghWg;Gf;$wf; 

$ba tq;fp eilKiwfisg; ghJfhg;gjw;F kf;fs; tq;fp jd;id mh;g;gzpj;Jf; 

nfhz;Ls;sJ. ,yq;ifapd; tq;fpr; rl;lj;jpd; Vw;ghLfspd; %yk; eph;tfpf;fg;gLfpd;w 

mur tq;fp vd;w tifapy;> ehk; xOq;Ftpjpfis ,zq;fpnahOFfpd;w kw;Wk; 

cah; juk; nfhz;l thbf;ifahsh; Nritia toq;Ftjpy; jPtpu ftdk; 

nrYj;JfpNwhk;.  

,e;j Kiwg;ghLfisf; ifahSk; eltbf;ifKiw epjpapay; Efh;Nthhpd; jdpg;gl;l 

kdf;ftiyfisg; ngw;Wf;nfhs;Sjy;> Kfhikg;gLj;Jjy; kw;Wk; jPh;T toq;Fjy; 

vd;gtw;wpw;fhd vkJ mZFKiwia vLj;Jf; fhl;LfpwJ.  

thbf;ifahsh;fs; mth;fspd; gpur;rpidfisj; njhptpg;gjw;F kw;Wk; jFe;j 

ghpfhuq;fisg; ngw;Wf;nfhs;Stjw;F mZff; $ba> gjpy; ngwf;$ba kw;Wk; 

gaDWjp kpf;f topfs; ,Uf;fpd;wd vd;gijr; rhd;Wg;gLj;Jtjw;fhf ,e;j 

eltbf;ifKiw cUthf;fg;gl;Ls;sJ.  

2. Kiwg;ghL vd;gjd; tiutpyf;fzk; 

“xU Kiwg;ghL”  vd;gJ epjpapay; Nritfis toq;Ffpd;wtuhy; toq;fg;gLfpd;w 

epjpapay; cw;gj;jp my;yJ Nrit kw;Wk; mit rhh;e;j gphpTfs; rk;ge;jkhf 

epjpapay; Efh;Nthh; xUtuhy; njhptpf;fg;gLfpd;w jdJ jpUg;jpaw;w epiyahFk;. 

3. eltbf;ifKiwapd; Nehf;fk; 

Efh;Nthh; Kiwg;ghLfis Kfhikg;gLj;Jtjw;fhfj; njspthd> fl;likg;Gf;Fl;gl;l 

kw;Wk;  epahakhd xU nraw;ghl;il ];jhgpj;jy;> xt;nthU kdf;FiwiaAk; 

Jhpjkhf> ntspg;gilj; jd;ikAld; kw;Wk; gf;fr;rhh;gpy;yhky; ifahs;tij 

cWjpg;gLj;Jjy;> Efh;Nthh; ek;gpf;iffisf; fl;bnaOg;Gjy; kw;Wk; NgZjy; 

vd;git ,e;jf; nfhs;ifapd; Nehf;fkhFk;. 

mJ ,yq;ifapy; epjp Efh;Nthh; ghJfhg;G xOq;Ftpjpfis KOikahf 

,zq;fpnahOFk; tifapy; cUthf;fg;gl;Ls;sNjhL mjd; %yk; nghWg;Gf;$wf; 
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$ba newpKiw hPjpahd Efh;Nthh; Nritf;fhf tq;fpapd; mh;g;gzpg;igg; 

gyg;gLj;JfpwJ.  

Kiwg;ghLfisj; jPh;f;Fk; nraw;ghl;Lf;F %y fhuz gFg;gha;it (Root cause 

analysis) Nrh;j;Jf;nfhs;Stjd; %yk;> nfhs;if> Nrit juk; vd;gtw;iw 

Nkk;gLj;Jtjw;F cjTk;. mjw;F Nkyjpfkhf> tifg;nghWg;G kw;Wk; mjprpwe;j 

Nrit vd;gtw;wpw;fhf midj;J Kiwg;ghLfspd; tphpthd mwpf;ifiag; NgZjy;> 

gaDWjpkpf;f Nkw;ghh;it> gFg;gha;T kw;Wk; mwptpj;jy; vd;gtw;wpw;fhf trjpfis 

Vw;gLj;jpf; nfhLj;jy; ,jd; %yk; fl;lhakhf;fg;gLfpwJ.  
 

4. Kiwg;ghLfisr; rkh;g;gpf;Fk; Kiw 

kf;fs; tq;fp Efh;Nthh; jpUg;jpf;F Kd;Dhpik mspg;gNjhL vkJ ngWkjpahd 

thbf;ifahsh;fSf;F mth;fspd; gpur;rpidfisj; jPh;j;Jf;nfhs;Stjw;F kw;Wk; 

gpd;D}l;liy toq;Ftjw;F mZff; $ba kw;Wk; tpidj;jpwd; kpf;f Kiwia 

Vw;gLj;Jtjw;F Kaw;rp vLf;fpd;Nwhk;. mjw;F trjp nra;JnfhLg;gjw;fhf> gy;NtW 

tpjkhd tpUg;gj; njhpTfs; kw;Wk; gy;NtW kl;lq;fSf;F ,yFthf ,Uf;ff; 

$ba tifapy; cUthf;fg;gl;Ls;s gy;NtW Kiwg;ghLfis Vw;Wf;nfhs;Sk; 

Kiwfisr; rkh;g;gpf;fpd;Nwhk;. Efh;Nthhpd; jw;Wzpgpd; gpufhuk; rpq;fsk; jkpo; 

kw;Wk; Mq;fpyk; Mfpa nkhopfspy; Kiwg;ghLfisr; rkh;g;gpf;f KbAk;.  

trjp kw;Wk; gpuNtrpf;Fk; ty;yik vd;gtw;iw rhd;Wg;gLj;Jtjw;fhf> kf;fs; 

tq;fp gy;tif Kiwg;ghLfis; rkh;g;gpf;Fk; nray;Kiw rkh;g;gpf;fg;gl;Ls;sNjhL 

thbf;ifahsh;fSf;F rpq;fsk; jkpo; kw;Wk; Mq;fpyk; Mfpa nkhopfspy; 

Kiwg;ghLfisr; rkh;g;gpf;f KbAk;.  

Kiwg;ghLfisr; rkh;g;gpf;ff; $ba topfs; 

 fpis tiyaikg;G Clhf - Kiwg;ghLfis vOj;J%yk;> tha;%yk;> 

njhiyNgrp %yk;> kpd;dQ;ry; %yk;> Kiwg;ghl;L Gj;jfq;fs; %yk; my;yJ 

fpisfspy; itf;fg;gl;Ls;s Kiwg;ghl;L ngl;bfs; %yk; rkh;g;gpf;f KbAk;. 

,aYkhd midj;J re;jh;g;gq;fspYk; Kiwg;ghLfSf;fhfj; jPh;Tfs; 

toq;fg;gLtNjhL> mt;thW jPh;Tfis toq;f Kbahj Kiwg;ghLfs; 

rk;ge;jg;gl;l mjpfhhpfSf;F mDg;gp itf;fg;gLk;.  

 b[pl;ly; miythpir Clhf - thbf;ifahsh;fSf;F r%f Clfq;fs; Nghd;w 

(cjh: Ng]; Gf; nknrd;[h;) epfo;epiy ,aq;Fjsq;fs; Clhf my;yJ 

Neubahff; fijg;gjd; Clhf (Live Chat) Kiwg;ghLfisr; rkh;g;gpf;f KbAk;. 
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  xJf;fg;gl;l njhiyNgrp ,yf;fq;fs; - vkJ Kfth;fSld; Neubahff; 

fye;JiuahLtjw;F ñ94 (0)11 2481481 my;yJ 1961 miog;G epiyaj;Jld; 

njhlh;Gnfhs;sTk;.  

  kpd;dQ;ry; Kfthp - Kiwg;ghLfis info@peoplesbank.lk ,w;F kpd;dQ;ry;  

%yk; mDg;g KbAk;. ,J vOj;J%y mwpf;ifahf ,Ug;gNjhL Jhpj jPh;itg; 

ngw trjp Vw;gLj;JfpwJ. 

  mur miythpir Clhf - Efh;NthUf;F ,yq;if kj;jpa tq;fpapd; epjp 

Efh;Nthh; njhlh;G jpizf;fsk; (FCRD)> epjp xk;Gl;];kd; mYtyfk;> [dhjpgjp 

mYtyfk;> gpujkh; mYtyfk; Nghd;w ntsp mjpfhhpfSf;Fk; Vida mur 

epWtdq;fSf;Fk; Kiwg;ghLfisr; rkh;g;gpf;f KbAk;. ,e;j Kiwg;ghLfis 

tq;fp Vw;Wf;nfhs;StNjhL Kiwg;ghLfs; Kfhikj;Jt Kiwikapy; (CMS) 

gjpT nra;ag;gLk;. 

  ntsp mjpfhhpfs; 

   Kiwg;ghLfisg; gpd;tUk; gphpTfSf;Fk; mDg;g KbAk; 

 ,yq;if kj;jpa tq;fpapd; epjp Efh;Nthh; njhlh;G jpizf;fsk; (FCRD) 

 epjp xk;Gl;];kd; 

 [dhjpgjp mYtyfk;>  

 gpujkh; mYtyfk; 

 Vida mjpfhuk; ngw;w mur epWtdq;fs; 

       ,e;j Kiwg;ghLfs; Kfhikj;Jt KiwikapYk; (CMS) gjpT nra;ag;gLk;. 

5. epahakhd kw;Wk; mZff; $ba nghwpKiw 

    vkJ Kiwg;ghLfisf; ifahSk; nghwpKiwapd; gpujhd mk;rq;fs; 

   epahakhd jd;ik -  midj;J Kiwg;ghLfSk; xU Nehf;fj;jpw;F cl;gl;L kw;Wk; 

gf;fr; rhh;gpd;wp> mtw;wpd; gz;Gfis mbg;gilahff; 

nfhz;L kw;Wk; ];jhgpf;fg;gl;l nfhs;iffis 

,zq;fpnahOfp kjpg;gPl;Lf;F cl;gLj;jg;gLk;. 

mailto:info@peoplesbank.lk
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   ntspg;gilj;jd;ik - thbf;ifahsh;fSf;F mth;fspd; Kiwg;ghl;bd; epiy> 

Kd;Ndw;wk; kw;Wk; ngWNgW njhptpf;fg;gLk;. 

   RahjPd jd;ik   - gf;fr; rhh;gw;w jd;ikia cWjpg;gLj;Jtjw;fhf 

Kiwg;ghLfisf; ifahSk; myF tpahghu gzpfspypUe;J 

RahjPdkhfr; nraw;gLk;. 

6. Kiwg;ghl;il Vw;Wf;nfhsjy; 
 
  Kiwg;ghnlhd;W fpilj;jjd; gpd;dh;> Ie;J (5) Ntiy ehl;fSf;Fs; 

Kiwg;ghl;lhsUf;F Kiwg;ghL fpilj;jik gw;wp mwptpg;Nghk;. ,t;thW 

Vw;Wf;nfhs;Sjy; vd;gJ Kiwg;ghl;lhsUf;F Fwpj;j Kiwg;ghL jPtpukhf ftdj;jpy; 

vLj;Jf;nfhs;sg;gLk; vd;gijAk; jPh;j;J itf;fg;gLk; vd;gijAk; cWjpg;gLj;Jtjhf 

mikAk;. 

 njhlh;ghly; - Kiwg;ghL  rk;ge;jkhf nraw;gLtjhf Vw;Wf;nfhs;StJ 

Kiwg;ghl;lhsUf;F fbjk;Ækpd;dQ;ry;ÆFWQ; nra;jp Clhf 

mDg;gg;gLk;. 

 vw;Wf;nfhs;Stjpy; cs;slf;fk;  -  Vw;Wf;nfhs;StJ njhlh;ghd njhlh;ghlypy; 

gpd;tUk; tpguq;fs; cs;slq;Fk;. 

 njhlh;G ,yf;fk   ;-  xt;nthU Kiwg;ghl;ilAk; gpd;dha;T nra;tjw;fhf 

njhlh;G ,yf;fk; xd;W toq;fg;gLk;. 

  vw;Wf;nfhs;Sk; nra;jp - gpur;rpidia vkJ ftdj;jpw;Ff; nfhz;L 

te;jikf;fhf ed;wp njhptpj;J Kiwahd 

Vw;Wf;nfhs;Sk; nra;jp xd;W.   

 njhlh;G jfty;fs; -  Kiwg;ghl;ilf; ifahSk; cj;jpNahfj;jh; gw;wpa 

jfty;fs;> mth;fs; njhlh;Gnfhs;s Ntz;ba 

njhiyNgrp ,yf;fk; kw;Wk; kpd;dQ;ry; Kfthp 

cs;slq;Fk;. 

 fhy mtfhrk; - 21 ehl;fSf;Fs; Kiwg;ghl;ilj; jPh;g;gJ gw;wpa rhd;Wiu> 

jhkjkhdhy;> jhkjj;jpw;F fhuzk; kw;Wk; vjph;ghh;f;fg;gl;l 

Gjpa fhy mtfhrk; (Mff; $baJ 3 khjq;fs; tiu) gw;wpa  

 njspthd njhlh;ghly;. 
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7. Kiwg;ghLfs; ,izg;ghf;fk;  
 

Efh;Nthh; ek;gpf;ifia kw;Wk; jpUg;jpiag; NgZtjw;fhf gaDWjpkpf;f 

Kiwg;ghl;L Kfhikj;Jtk; mj;jpahtrpakhdJ vd;gij kf;fs; tq;fp 

Vw;Wf;nfhs;SfpwJ. ,ij epiwT nra;Jnfhs;Stjw;fhf tq;fpapd; nraw;ghl;L 

tpahghu myFfspy; RahjPdkhfr; nraw;gLfpd;w Kiwg;ghLfisf; ifahs;fpd;w 

mynfhd;W (CHU) ];jhgpf;fg;gl;Ls;sJ.  

tpw;gid my;yJ re;ijg;gLj;jYld; njhlh;Gila gzpahl; njhFjp 

mq;fj;jpdh;fs; Kiwg;ghLfisf; ifahs;fpd;w NghJ Vw;glf; $ba Kuz;ghLfs; 

,d;wp> epahakhd kw;Wk; ntspg;gilahfj; njd;glf; $ba nraw;ghnlhd;iw 

cWjpg;gLj;Jtjw;fhf ,e;jr; RahjPd jd;ik kpf Kf;fpakhdjhFk;.  
 

tq;fpapd; Kiwg;ghLfisf; ifahs;fpd;w myfpd; fl;likg;G Fwpg;ghf 

Nehf;fj;ij mbg;gilahff; nfhz;bUg;gijAk; gf;fr;rhh;gw;w jd;ikiaAk; 

Nkk;gLj;Jtjw;fhf cUthf;fg;gl;Ls;sJ. re;ijg;gLj;jy;> tpw;gid my;yJ 

cw;gj;jp myFfspd; gzpahl; njhFjpapdUf;F ngUk;ghYk; nrayhw;Wif 

Cf;Ftpg;G kw;Wk; nghWg;Gfs; ,Ug;gNjhL mit epahakhd kw;Wk; 

gaDWjpkpf;f Kiwg;ghLfisj; jPh;f;Fk; Nfhl;ghLfis ,zq;fpnahOf KbahJ. 

mjdhy; Kiwg;ghLfisf; ifahs;tij ,e;jg;  gzpfspypUe;J fl;likg;G 

hPjpafg; gphpg;gjd; %yk;> tq;fp mEkhdpf;Fk;  my;yJ gf;fr;rhh;ghFk; ,liuf; 

Fiwg;gNjhL> thbf;ifahsh;fs; Kiwg;ghLfisr; rkh;g;gpf;Fk; NghJ 

ghJfhg;igAk; ek;gfj; jd;ikiaAk; czh;thh;fs;.  
 

Fwpg;ghf fld; cj;jpNahfj;jh;fs; Nghd;w Efh;Nthhpd; epjp Nrit kPJ Neub 

nry;thf;Fs;s gzpahl; njhFjp mq;fj;jpdh;fs; Kiwg;ghl;by; rk;ge;jg;gLfpd;w 

NghJ gad;fs; gw;wpa gaj;ij jtph;g;gjw;Fk; ,e;j mZFKiw cjtpahf 

,Uf;Fk;.  
 

eph;thfj;ij NkYk; gyg;gLj;Jtjw;fhf> Kiwg;ghLfisf; ifahs;fpd;w myF 

(CHU) fl;likg;G hPjpahd mynfhd;wpd; fPo; nraw;gLtNjhL> myfpd; nkhj;j 

nrayhw;Wiff;fhf nghWg;Gf;$wf; $ba gpujk Kfhikahsh; xUtuhy; 

nraw;gLj;jg;gLfpwJ. ,e;j Kfhikahsh; epiwNtw;W Kfhikj;Jtj;jpw;F jpdrhp 

mwpf;iffis toq;FtNjhL> Kiwg;ghLfisj; jPh;f;Fk; nraw;ghLfspd; 

ntspg;gilj; jd;ik> Nkw;ghh;it kw;Wk; njhlh;r;rpahd Nkk;gLj;jy; vd;gtw;iw 

cWjpg;gLj;Jfpwhh;. mjw;F Nkyjpfkhf> myif Nkw;ghh;it nra;jy;> mjd; 

njhlh;r;rpahd nraw;ghl;il cWjpg;gLj;Jjy; kw;Wk; Kiwg;ghLfSf;F chpa 

midj;J xOq;FKiwg;gLj;Jk; nraw;ghLfspd; NghJ tq;fpapd; gpujpepjpahf 
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Nritahw;Wtjw;fhfg; ngah;f; Fwpg;gplg;gl;l epiwNtw;W mjpfhhp nghWg;Gf; $w 

Ntz;Lk;. ,Wjpahf> tq;fpapd; gzpg;ghsh; rig Kiwg;ghLfisf; ifahSk; 

myfpd; tpidj;jpwDf;fhf Kf;fpa nghWg;G tfpf;fpwJ. Kiwg;ghLfisf; 

ifahSk; myF ntspf;fsj;jpd; xOq;Ftpjpfs; ey;y gad;ghl;L ghpe;Jiufs; 

vd;gtw;Wld; KOikahf ,zq;fpnahOFtij cWjpg;gLj;JfpwJ.  

 

Kfthp: gpujk Kfhikahsh;> 

  Kiwg;ghLfisf; ifahSk; myF> 

  fpis Kfhikj;Jt jpizf;fsk;> 

  ,yf;fk; 75> Nrh; rpw;wk;gyk; V fhh;bdh; khtj;ij> 

  nfhOk;G 02. 
 

njhiyNgrp : 0112481320Æ01122481629 

njhiyefy; : 0112436956   
kpd;dQ;ry;  : info@peoplesbank.lk 
 
 

8.  Kiwg;ghLfisf; ifahSk; nraw;ghL 
 

Efh;Nthh; xUthplkpUe;J Kiwg;ghnlhd;W fpilj;jjd; gpd;dh;> tq;fpapdhy; 21 

ehl;fSf;Fs; gpur;rpid jPh;f;fg;gLk;. ,e;jf; fhyf;nfLTf;Fs; tq;fpf;F mt;thW 

nra;a Kbahkw; Nghdhy;> 21 ehl;fs; flg;gjw;F Kd;dh; Kiwg;ghl;lhsUf;F 

mwptpg;gNjhL> jhkjj;jpw;F fhuzk; njhptpj;J kw;Wk; gpur;rpidiaj; jPh;g;gjw;fhf 

,w;iwtiu vLj;Js;s eltbf;if mwptpf;fg;gLk;.  

 

vkJ Kiwg;ghLfisf; ifahSk; nraw;ghL xt;nthU kdf;FiwAk; JhpjkhfTk; 

epahakhfTk; jPh;f;fg;glTs;sJ vd;gij rhd;Wg;gLj;Jtjw;fhfj; 

jpl;lkplg;gl;Ls;sJ. Kiwg;ghl;il Vw;Wf;nfhs;StJ kw;Wk; jFe;j jPh;itj; 

jPh;khdpg;gjw;fhf mij kjpg;gPL nra;tjd; %yk; mJ Muk;gkhfpd;wJ. 

Kiwg;ghLfisf; ifahSk; nraw;ghL RUf;fkhf fPNo jug;gl;Ls;sJ.  

 

 Vw;Wf;nfhs;Sjy; -  njhpT nra;ag;gl;l miythpir Clhf  

                (cjh: jdpg;gl;l Kiwapy;> kpd;dQ;ry;> r%f Clfk;) 

Kiwg;ghl;ilg; ngw;Wf;nfhs;Sjy; kw;Wk; 

Vw;Wf;nfhs;Sjy;. 

 kjpg;gPL nra;jy; kw;Wk; jPh;Tfs; - jFe;j jPh;it jPh;khdpg;gjw;fhf 

Kiwg;ghl;il kjpg;gPL nra;jy;. 

mailto:info@peoplesbank.lk
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  Gydha;T - Kiwg;ghl;il rk;ge;jg;gl;l myFf;FÆjpizf;fsj;jpw;F 

xg;gilj;jy;> mwpf;iffs;> njhlh;ghly; gjpTfs; kw;Wk; 

Neh;fhzy; fye;Jiuahly; vd;gtw;iwg; gad;gLj;jp 

tplaq;fis mbg;gilahff; nfhz;L Gydha;it 

Nkw;nfhs;Sjy;.  

 gjpw; nray; - gpur;rpidiaj; jpUg;jpfukhfj; jPh;j;J jdpegNuhL ,ize;j 

gjpw; nraiy rhd;Wg;gLj;jp jdpegh; kdf;FiwfSf;fhf 

gjpw; nrayhw;Wjy;. 

  gpd;D}l;liyg; ngw;Wf;nfhs;Sjy; - jPh;tpd; gpd;dh;> jpUg;jpia kjpg;gPL 

nra;tjw;F kw;Wk; Nkk;gLj;j 

Ntz;ba Jiwfis milahsk; 

fhz;gjw;F Kiwg;ghl;lhshplkpUe;J 

gpd;D}l;liyg; ngw;Wf;nfhs;Sjy;. 

 Kiwg;ghl;il %Ljy; - Kiwg;ghl;lhsh; jpUg;jpaile;jjhfj; njhptpj;jhy;  

my;yJ jPh;T toq;fp 14 ehl;fSf;Fs; gjpy; 

,y;yhtpl;lhy; Kiwg;ghl;il %bajhff; fUJjy;. 

 

9. Kiwg;ghl;lhshpd; nghWg;G 
 

Kiwg;ghl;L nraw;ghl;bd; fl;lq;fs; 
 

nghWg;G 
 

1. Kiwg;ghl;il Vw;Wf;nfhs;Sjy; 
(Acknowledgement) 

 

 gpioahd jfty;fis toq;Fjy; - 
Kiwg;ghl;ilj; Jhpjkhf Vw;Wf; 
nfhs;Sjy; kw;Wk; vjph;tUk; 
eltbf;iffisr; nraw;gLj;Jtij 
,yFgLj;Jtjw;fhf fzf;F ,yf;fk;> 
jpfjpfs;> ghpth;j;jid tpguq;fs; 
kw;Wk; Vida rk;ge;jg;gl;l jfty;fs; 
Nghd;w chpa midj;J tpguq;fSk; 
Kiwg;ghl;by; cs;slf;fg;gl;bUg;gij 
cWjpg;gLj;jpf;nfhs;Sjy;. 

 njhlh;GgLj;jpf;nfhs;sf; $ba 
jfty;fs; kw;Wk; tq;fpapypUe;J 
fpilf;Fk; ve;jnthU gpd;dha;T tpdh 
my;yJ tpsf;fj;jpw;Ff; gjpy; 
mspj;jy;. 

2. kjpg;gPL nra;jy; kw;Wk; jPh;j;jy; 
     (Assessment and Resolution) 

 Gydha;T eltbf;iffs; rk;ge;jkhf 
xj;Jiog;Gld; nrayhw;Wjy; - 
Kiwg;ghl;il kjpg;gPL nra;J 
jPh;g;gjw;F tq;fpf;Fj; Njitg;glf; 
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$ba Nkyjpf jfty;fis my;yJ 
tpsf;fq;fSf;fhd ve;jnthU 
Nfhhpf;iff;Fk; clNd gjpy; 
mspj;jy;. 

 Kiwg;ghl;il rhpahf kjpg;gPL nra;J 
jPh;g;gjw;F tq;fpf;F cjTfpd;w 
gpur;rpid rk;ge;jkhf cz;ikahd 
kw;Wk; KOikahd jfty;fis 
toq;Fjy;. 

3. gjpy; 
  (Response) 

 tq;fpapdhy; toq;fg;gl;l jPh;it 
ftdkhf thrpj;J tpsq;fpf; 
nfhs;Sjy;. 

 Nkyjpf gpd;D}l;liy toq;Fjy; - 
jPh;T jpUg;jp mspf;fhtpl;lhy;> 
mjw;fhd fhuzk; kw;Wk; jPh;Tf;fhf 
,Uf;Fk; Nkyjpf vjph;ghh;g;Gfisf; 
Fwpg;gpl;L tq;fpf;F mwptpj;jy;. 

4. gpd;D}l;liyr; Nrfhpj;jy; 
  (Feedback Collection) 

 gpd;D}l;ly; Ma;Tfspy; fye;J 
nfhs;Sjy; - tq;fpf;F mjd; 
Kiwg;ghLfisf; ifahSk; 
nraw;ghl;il Nkk;gLj;Jtjw;F cjtp 
nra;tjw;fhd gpd;D}l;ly; 
Ma;Tfisg; G+h;j;jp nra;jy; my;yJ 
fUj;J njhptpj;jy;. 

 Mf;fG+h;tkhf ,Uj;jy; - tq;fpf;F 
Nkk;gLj;jf; $ba Jiwfis 
milahsk; fhz;gjw;Fk; nkhj;j 
Efh;Nthh; mDgtq;fis 
Nkk;gLj;Jtjw;F cjTk; 
Mf;fG+h;tkhd gpd;D}l;liy 
toq;Fjy;. 

 

 
10. epjp Nrit toq;Fgthpd; flg;ghL 

         
midj;J Kiwg;ghLfis clNd Vw;Wf;nfhs;Stjw;F> Kiwg;ghLfisf; 
ifahSk; nraw;ghl;il njspthf njhlh;GgLj;Jtjw;F> vjph;ghh;f;fg;gl;l fhyf;nfL 
kw;Wk; gpd;dha;T vd;gtw;wpw;fhf Fwpj;j njhlh;G jfty;fis toq;Fjy; kw;Wk; 
ghpG+uz kw;Wk; gf;fr;rhh;gw;w Gydha;it elhj;Jtjw;F tq;fp fl;Lg;gl;Ls;sJ. 
Fwpg;ghf VNjDk; jhkjk; Vw;gl;lhy;> Kiwg;ghlhsUf;F Kd;Ndw;wk; gw;wp jpdrhp 
mwptpg;gNjhL> ];jhgpf;fg;gl;l fhyf;nfLTf;Fs; gpur;rpidiaj; jPh;g;gjw;F tq;fp 
Kaw;rp vLf;fpwJ.  

 
11.  mwpf;iffisg; NgZjy; 
 

 thbf;ifahsh;fsplkpUe;J fpilf;Fk; midj;J Kiwg;ghLfspd; tphpthd 
mwpf;iffisg; NgZtjw;F kf;fs; tq;fp jd;id mh;g;gzpj;Jf; nfhz;bUf;fpwJ. 
mwpf;iffis itj;Jf;nfhs;Stjw;fhfg; gpd;gw;Wfpd;w ,e;j mZFKiwapd; 
%yk; Kiwg;ghLfisg; gaDWjp kpf;f tifapy; Kfhikg;gLj;Jtjw;F> 
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Nghf;Ffisg; gFg;gha;T nra;jy; kw;Wk; Efh;Nthh; gpd;D}l;liy mbg;gilahff; 
nfhz;L vkJ Nritfisj; njhlh;r;rpahf Nkk;gLj;Jtjw;F ,aYkhf ,Uf;Fk;.   

 
 

12.  Kiwg;ghLfis mDg;Gk; kl;lk; 
 

 kf;fs; tq;fp thbf;ifahsh;fspd; jpUg;jpf;fhf Kiwg;ghLfisj; jPh;g;gJ kpf kpf 
Kf;fpak; vd;gij milahsk; fz;Ls;sNjhL toq;fpAs;s jPh;T njhlh;ghf 
Kiwg;ghl;lhsh; xUth; jpUg;jpailahj re;jh;g;gq;fspy;> mth;fspd; gpur;rpidfisj; 
Jhpjkhf> epahakhf kw;Wk; ntspg;gilj;jd;ikAld; jPh;g;gij 
rhd;Wg;gLj;Jtjw;fhf ed;whf tiutpyf;fzg;gLj;jg;gl;l vjph;fhy fl;lq;fs; fPNo 
mwpKfg;gLj;jg;gl;Ls;sd.  

 

 jPtpu kl;lk; 
 

I. fpis Kfhikahsh; 

II. gpuhe;jpa Kfhikahs; 

III. epiwNtw;W Æ$l;LepWtd Kfhikj;Jtk; 

IV. gpujk gepiwNtw;W mjpfhhpÆnghJKfhikahsh; 

V. jiyth; kw;Wk; gzpg;ghsh; rig 

          

13. Kiwg;ghLfis mDg;Gtjw;F khw;W topfs; 
 
          tq;fpapypUe;J fpilj;j gjpyhy; thbf;ifahsh; jpUg;jpg;glhtpl;lhy; Kiwg;ghl;il 

,yq;if kj;jpa tq;fpapd; epjp xk;Gl;];kd; mth;fSf;F my;yJ epjp Efh;Nthh; 

njhlh;Gfs; jpizf;fsj;jpw;F (FCRD) mDg;g KbAk;.  
 

  epjp xk;Gl;];kd; mth;fspd; njhlh;G tpguq;fs; 
 

Kfthp:   epjp xk;Gl;];kd;> 

            epjp xk;Gl;];kd; mYtyfk;> 

     ,yf;fk; 143 V> t[pu Nuhl;> nfhOk;G 05. 

 njhiyNgrp ,yf;fk: 011-2595624 

  njhiyefy;: 011-2595625 

         kpd;dQ;ry;: fosril@sltnet.lk 

                    ,izaj;jsk;: www.financialombudsman.lk 

              

  epjp Efh;Nthh; njhlh;Gfs; jpizf;fsj;jpd; (FCRD) njhlh;G jfty;fs; 

 

Kfthp:  epjp Efh;Nthh; njhlh;Gfs; jpizf;fsk;> 

         ,yq;if kj;jpa tq;fp> 

  ,yf;fk; 30> [dhjpgjp khtj;j>  

  nfhOk;G 01. 

mailto:fosril@sltnet.lk
https://www.financialombudsman.lk/
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tpiuT njhiyNgrp ,yf;fk: 1935 

njhiyNgrp ,yf;fk:  011-2477966 

njhiyefy;:    011-2477444 

kpd;dQ;ry:    fcrd@cbsl.lk 

                   

14.  KbT     
 

kf;fs; tq;fp Efh;Nthh; Kiwg;ghLfis Jhpjkhf> epahakhf kw;Wk; 
ntspg;gilj; jd;ikAld; jPh;g;gjw;F jPtpukhfj; jd;id mh;g;gzpj;Jf; 
nfhz;Ls;sJ. vkJ fl;likg;G hPjpahd Kiwg;ghLfisf; ifahSk; 
eltbf;ifKiwa mZFk; Mw;wy;> tifg;nghWg;Gf;$wy; kw;Wk; 
njhlh;r;rpahf Nritfis Nkk;gLj;Jjy; vd;gtw;iw cWjpg;gLj;JfpwJ. 
Kiwg;ghLfisr; rkh;g;gpj;jy;> fhyj;Jf;Ffe;j tifapy; Vw;Wf;nfhs;Sjy; 
kw;Wk; xspT kiwtpd;wp Kiwg;ghLfisr; rkh;g;gpf;Fk; nghwpKiw 
vd;gtw;iw toq;fp> Efh;Nthh; jpUg;jpiaAk; ek;gpf;ifiaAk; cah;e;j 
juj;jpy; NgZtjw;F Kaw;rp Nkw;nfhs;SfpwJ. 
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