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AX1/CSD/Accessibility Standards for Banking Sector/2024-25 Date: 19.06.2

All Branches and Offices of the Bank

Dear Sir / Madam,

Reg: Accessibility Standards & guidelines for banking sector

This has reference to the letter received from Indian Banks Association dated 06.06.2024 & the
guidelines notified by Ministry of Finance, Govt. of India vide Gazette Notification ID CG-DL-E-
02022024-251744 dated 02.02.2024. As per the instructions of IBA, a comprehensive guidelines
that intends to address the accessibility needs of persons with disabilities in respect of the
facilities and services pertaining to Banking sector is attached with this letter.

In view of the above, branches and zones are advised to adhere to the guidelines while furnishing
of branches and selection of premises.

Yours faithfully

=

(A.C. Joshi) &
@General Managere@/

Corporate Servic






indian Banks’ Association

RETAIL & SOCIAL BANKING No. RBSB/MBR/AS&GBS/1144
Date: 06.06.2024

The Chairman, SBI

MD & CEOs

of all Member Banks

Dear Sir/ Madam,

Rights of persons with disabilities Act, 2016
Accessibility Standards and Guidelines for Banking Sector

We refer to our advisory No. RB/PSNs/CIR/4153 dated 18.12.2017 forwarding a copy of the
Bankers® Guide (compendium of circulars, notifications issued by GOI, RBI & IBA relating to
services being extended to customers with special needs and persons with disabilities), as a
reference book. A copy of the advisory is enclosed as Annexure-I for your ready reference.

2. In the backdrop of the provisions of the ‘Rights of Persons with Disabilities Act, 2016’
DFS advised us about the need for preparation of a holistic and comprehensive Sector-specific
accessibility standards/ guidelines. As prelude to preparation of draft guidelines, feedback was
sought from members of the IBA Standing Committee on Retail Banking vide email dated
04.09.2023 and invite for feedback from public was hosted in the IBA website to seek public
opinion initially on 04.09.2023 (period of 8 days i.e., up to 11.09.2023) and later re-hosted on
26.09.2023 (period of 25 days i.e., up to 20.10.2023).

3. Based on the feedbacks received and multiple rounds of discussions/ meetings with
DFS/ other stakeholders including the office of the Chief Commissioner for Persons with
Disabilities, the final guidelines were formulated. The Draft guidelines prepared were shared
with RBI for their perusal/ feedback.

4. The final guidelines *Accessibility Standards and Guidelines for Banking Sector’ that
intends to address the accessibility needs of persons with disabilities in respect of the facilities
and services pertaining to Banking Sector, has since been notified by DFS vide the Gazette
Notification ID CG-DL-E-02022024-251744 dated 02.02.2024. The matter was placed before
the Managing Committee in the meeting held on 17.05.2024 for information and proposing
that the same would be circulated among member Banks.

Sl A copy of the notification on the ‘Accessibility Standards and Guidelines for Banking

Sector® is enclosed as Annexure-II for information and the members may be guided
accordingly.

Yours faithfully,

Gopal Bhagat
Dy. Chief Executive

Encl: a/a

Stadium House, Block Il & ll1, 6th Floor, 81-83, V. N. Road, Churchgate, Mumbai - 400 020. « Tel.: 022 6951 5163 to 6951 5190 « Website: www.iba.org.in




Indian Banks’ Association
No. RB/FSNs/CIR$153
December 18, 2017
The Chief Executives of All Member banks

Dear Siv/Madam,

Template for Bank Corporate Websites & Bankers’ Guide

At the [BA Working Group meeting on Banking Facilifies for Persons with Special Nends

(PSNs) held o August 29, 2017 a nbed was foli on su?nsiﬁzing swfT on the services being
offered for persons with special neods by the bunks. The Working Group decided to have
Template (web page) providing information about the services being offered in the banks for
persons with special needs for placing the same an the individual banks wehsite, The group
alse decided to have a Bankers' Guide [a compilation of all circulars, notifications issued by
GOL. RBI & IBA] for customers with Special Needs as a reforence book for the bankers,

This matter was placed beforc the TBA Managing Committee mecting held on 22"
Septeriber, 2017, The committes accorded its approva) for circulation of template for Bank
Websites along with Bankers' Guide after incorporsting the suggestions. At the Working
group mesting held on {';Jwember 15, 2017 Model template ‘and baitkers’ puide wers
finnlized. The copies of the same are attached,

The wempiate may be used as a Model document for the banks, Banks may provide a link 1o
thiz page fromt ite home page and name i n{:bmpri,aecly such as “lnclusive Baoking™ or

“Banking Fecilities for Persons with Special Neads™ or “Accessible & Inchisive Banking™.

Yours falthfully,

T I
s o T TR Li

I & Malhotra
Sendor Aalvisor

Whsthd Tk Cuvae, (0 Fisr, Coree 1 160dg , Wiwdkd Trade Ceape Conastad, Cif Pirde, Mizabed - 400005, Fobe FIRALL Fax 22084222
Fearai - womainsisiio (e b webdie anw Lo rig 1n




BANKERS’ GUIDE

FOR CUSTOMERS

WITH SPECIAL NEEDS

AND

PERSONS WITH DISABILITIES
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RULES, DIRECTIVES AND ACTS FOR
CUSTOMERS WITH SPECIAL NEEDS AND
PERSONS WITH DISABILITIES

Compiled by Indian Banks Association
(IBA Working Group on Banking Facilities for Persons
with Special Needs)

November 2017
(updated as on May 2022)

“Accessibility of banking services is critical to build
financial inclusion for Persons with Disabilities” {
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CTHE GAZETTE OF INDIA  EXTRADRDINARY iRy 1St

MANISTRY OF FINARCE
[ Iepartment of Financial Services)
NOTIFICATION
Wew Dotk the Il Pebriey, 2634

F. Na, 720X02-B0A-1 - Whareas section A0 af the Rightz of Tecaons with Disabilisics Agt, 2016049 of
Has envisnges thet the Central Govermment hadl, in consulission with the Chbel Commisslone: for Peraons with
Disabitities, tormulate cules for persnns with disabilitios laving down the stapdards of scoessibifitg for the phvsien
awironment, wansponation, infermation and communications, including appeapriate technclogies ard systens, aud
othey feciies and sorvives provided o the pablic in vrhan snd rwral sress;

Anif whereas, Depanmend of Financial Rerviees, Ministry of Finanos, with intent to sdidvess secessibiliz
vorids of pereons with disshilities in respect of the facilities and serviees perlaining o Barkiop Reome, fnconsaleatien
with the staxcbobders and office of the Chiel Commissioner for Persons with Dissbifities, Tormilaed the
“Agcessintity Stambirds wad Duldetines for Ranking Secive™;

Mooy, Daparsenent of Fiesnel Services, Senery of Finance horvhy notifies the “Accessibi by Sundands and
Trunlelines v Banking Seclee”™ wod the g s svailahle ot bipediapecialery v in

SAMETR SFRKIAL L Secy.

plended By Dhe. of Prining m Goveramens of ladia Press, Riop Read. Meyapin, New Dedh-§ 10064
wad Pablited by the Contralier of Publications. Oulic 19088 wess
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Accessibility Standards and Guidelines for Banking Sector
1: Accessibility Standards for physical infrasuuciure—

11 Information or Service Counters

Informalion of service counters or otherwise need o peovide access tor all keeping 1z
view the varous speciil needs for persons with shon heights dwarfs), childten, persons
nstng wheelchaws or with sensory disabilines, eldesdy aud all others.

Hanks to sdhere m the following norms-—

i Information or service counsers shall be well laid and locmted ncas the earrance
and guided by adequate sygoage.

ag  Tactile guding mdicators shauld guide persons with visual imparments to the
nformanon or service coutters in sn soobsoucted manoe.

“The counrer shall be accessible to all. Theretore, u shall heve two helght ranges
v acenmmedate diverse needs of nsers, The msimum hesght of the counter
<hall be ia the range of 750 me o 80 mm o facthrare wheebchar users or
rthose with shert height samurs. Hemwever, 8 counver hoyghe of G w1 LI
mm is recommended, for persoos using recepvon counters m standing
;a:)sme«sv

E

vy informagon or serviee counsfdesks where writing s done by the visitar
should allow fronml spproach by wheelchate users with space 10 pron iee
clearnce for wherlehar user's knees.

() Informsian oF service COODICES May be provided keeping 1a view a person
using wheelchair on either side, thereby providing knee clerance space of
mun below the connter.

(vif  Whers informanon displayed counters ase provided, the bottom cdge of the
courites must be at a height of between 7000 and B imm from the Ry ard
ait ar an angle which vanes from 307 o 457,

iy MHearing enhancemens sysiems along with sgn binguage suppori shall be
provided at imformation o service coungers o cater (o the aceds of persons
with bearing inpairments.

fvhn Informaton or semvice counrcrs should have pmﬂsmm fp essistve devices
asmid rechnologies ke wheelchairs, heanng enhancement systems ftor example
loop maduction systems #Ie, magnufiers, erc along with buman support o
support the needs of Persons with Disabilities and vltiers.

fe) lmpuomtant services lse Fest Ad, detibeilarors o7 other [orns of emergeny
suppart 1nay he provided on the information or service counters through
properly identfied signage system.

) As u pond practice, information Of SCrvice Cosnien shall wdicawe - a
nmiversally accessible way the woons or pretograns of varous tactlmes avalable.




it plays # via! role im informing people trom 4 distance abou the powibie
support available at receprion counters

(1) Vo facilicate lip veading, lighting should provide even ummarion, IThe readmg
wrd writing surfaces at countess and desks shall be stuminated 1o a level of at
feast 200 lux in the room, and on the desk i a mage of 356 hiy to 450 Jux
{Dine lux 18 vqual t ne lumen per syuase metre).

wi)Ir s isportant to ensure thar bank's saft s mained in supporting the special
weeds for diverse user proups. ‘This may smclade elements bk knowledge of
mulbple lsnguages including sign langusge, technology suppore for grasehing
Assistance, e

(st} Banks o provide cleady idenuifishie enunter which provides priorty 1o
persons with dissbilites. A notice board e placed on or above the whle of the
oilicial conspicunusly menbomng thar persons with disabilies ape given
preference m providing Banking services ar this cousrer,

LLZ  Tactike Guidance Parhs and Handrails
i Along the accessible corndor and fatte connecting the entre building, s ractile
Boor guidance park for mdependent  movement of persens  with wingl
impatrments should be provided
oy Alternarely, handraits with beaille plazes indicating specific locauon shall be
rrovided on Loth sides of the cordors,

{1 Haadeails to be provided at rwo levels i eotridors o ad persons with wisul
Unpaimments n navigating the space. The handrail dimensions showld fw 10
accoriance with Para 1.1,4

vy Taeule guiding systems should ensuge ex5 a access and egress through
horizonal circolaton routes in the tmildings including in BINEOEENCY Muarinn
like fire, eanthquakes, vt

L3  Exrernal Ramps

Ramps are an extremely crucial element of » hotlt enviconment providing an accessible
chotee for mobeliny for diose with bmited mobility or other challenges to encountey level
chasiges, However, o is equally crucial s understand ha: ramps need o adhese 0 the
dven paodelnes o enhance accessibihty wath safety hrough  their apl Incagion,
eendlgurztion, sopes e gradients and other specifications. We li-desiered munps provide
n inclusive access 1o persons wsing wheelclans, parsns with baby stollers, mdividuals
wing collasors or walking fiames, baggage trulleys and othee diverse frems of homan
exastencr. it 5 10 also understand that ramps seed 501 negate the requicement of steps.in
varous level chanpes of built eoviconssest, s they provide an dement of sccessibic
ebwice It shioald be otie mpred for al buth forms sader design stape w integree tarnps ux
patt of sie planning sod lndscapes i the exiempgl SPates o emnerge as universally
desigved spaces sud elements.,
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1131 General

{1 Homps allew persons m wheelchairs 1o move from one level © another, Hinwever,
many ambulanr persons with disabilies negetate steps more casily and safely,
Heace, it is preferable to provide aceessibiliny by bich steps and ramyps.

[:iij No flower) plz.nt pots etc. b ktpt oo either sides of the TATLPS and there showld
not be any obstruction o easure movernent of wheel chawrs waed by the persons
with disabiliies.

{w) The harzontal ran of mmps shall adhere o Para LLA3 for the recommendsd
fength of rans.

v} Where shees is 2 Iarge change i elevation that coquires multiple ramps and landing
vorbsnation, other solwions sueh as elevares should be considered

(v Smgle row of wetle warning, biscks should be placed at the begmmog and cod of
vach ramp and ar the beginming and end of each ran,

Pt External ramnps should tdeally be covered ensunng access amids: challenging
westher condiions like rains, scorching bea, etc.

1.1.3.2 Gradiem

{1t should be noted thar the gradienr should be constme berween hudings The
eevomended prackenets for samps are given m Table wennoned vader Para
L1335

(i) Courved mnps showd be svoided. [ used, the recommended gradient should be
equal or gentler than 1:16.

{t1} Par ramp gradients between those specified m Table as uoder Para 1133100
canenple for a gradiens Bke 1:13 o 185 the maervals may be obtaned by bneaz
tnrerpolation,

fir} The nomber of homzontal moms of ramp should be timited to 4, Le. with 3
iermediate landings.

v} Ramp gradients wherever possible should preler a slope taking in consideration
an independent or unassisted movement in wheelchawr, This 15 in boe wach one of
the seven pﬂm‘.i] ses b Do ersal 1]L:!ijg}l Lo Lasw P]‘lggjm] Tdleasr.

1135 Gradient and Length of Ramps

CGradient of Ramp | 142 | bi4 | 1615 | 120 | Not gentler than 1:25 |
[ pdasimam léﬂgt‘h 2 & i 11 ; B 7; I
hum'.mﬁa; runtiu TeIres

LL3.4 Width
The sanirun cleas wadth of & oy should be 1200 mam,
1135 Surface
) Harnps and Boding swfices should be shp resistat i their surface finish and
also teliow 5 flat susfane profie,




AT
\\.'._Ilr-'?‘.‘i ‘é’ )
Ly~ ¥

() Ramyp surfaces should avoud any Tonm of numblings or corruganons s part of
construcnon detding as they cawse immense inconvenience and sometimes o
hody pam 1o ones with diverse disabilites,

iy Chardewn ramnps angd theis surfuce should be designed to prevent water from
acenmmulating on the walking susfaces.,

v} The ramp suraee mawenal shoadd also have contrasied colowr anface ensunng
ease bor persons with Jow vision and il forms of visoal aspairments.

L1356 Landings
Landings should—
i be configured ar the rop and bowom of each mu and where the rmmp s
chanpes dawecsion;
7 be e ichedd ac nigufmr inrervak of nol moee thag 5000 mm ol every horpnetad
pru;

(HD have a level plasform of size not less than 1200 mm x 1500

L1377 Handrails
Haadeatls on the numps must adhere 1o the puidelines as specified m Para 114,

1.13.% Edge Protection
The key purpase of an edpe protection s 0 ensure safe movement of wheeling devices
while protecung the froar wheels from slipping out of the ramp edges. All smmps and
fanding which are not adjacent ta 2 wall must hive an edge protecton with either of the
Fosllrvsnty spenificanons:

@) A ratsed kerb wath a padsnisn beaghe of 75mm,

(A raised barper wath ars lower edge at 75 mm or kess brom the ramg o landing

s hce.
(i1} A ratl warh the borom edige a0 75 mm or less from the ranp or lainding swlace

I case where ramps are provided inaide the buikding 1o conpect various floors swarh onge
araother, they must be supported by providing appropriste signage slong with racnle and
Braille sdormation be provided cither on the sdjacent walls o1 en the andisd extensions
o wdennfy thie Heor levels,

114  Hundrails and Geab Bars

Hsndsails/ grab bars are extremely impormao features and must be desgned 1 be easy o
prasg and o provide a fiem snd comfortable grip so thae the kassd ean shde along the sl
withowr ohsrriseson.

Many persons with disabilioes, elderly sl achers with weak greps nr balance reguire
bandesalsd grabs bars o mainmen balinee or prevent sedeus falls, Handnils ate essenially
%md to as yads for support i buile environment clements Bike stiircases, ramps o
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cornders. Hlowever, grab bars are bemp referred to as hxed or moviag sl lor suppart
bt enviromanent contexts ke washrovoms, shower areas, around doors, etr,

It 1s essential that all handeails / grab sails are adequstely fixed since they ase subject w
considerzble pressure on the sl during masoeavine. 1o ol and sermi-whan areas,
imdggenous metenals such s bamboo/ wond/ other can be nsed for making handrails/’
gral: bars an varions applicaton areas of buils ovuooment, for example, washoons,
oatdonr walking trails, erc.

Handralk imeay be provaded with Bralle)” Tactile markings ac the beging and the end w
enhsnce access 1o way fnding isformaann o people with visuasl naparment

1.1.4.1 Handmils
Handiails should-—

i3 be ship-resistant with round ends;

) have a circalar section of 38-50 pun in dismes:

{if  preferably bave knurled surtsces;

() have & sunwowen clear space of 400 mme B0 mm fom the walls; it 40
mm For smooth wall surfaces and mvnimum 0 mum for rough wall surfaces.

fvj e fiee of any sharp or atrzaive elemenis,;

felp  be mstalled at 2 height of 750 mum o 900 muoy

pvn) have cononucus gripping surfaces, wirhout ineruprions o1 obstrucdons that
cunr beeak a hand hold,

(et} e able to bear a weight of 250 kg

() be maguiacneed o o material which conossts with the wall Aassh o use
dark ey beband bght coliured rails), e s oo woren/cokl o the twouch and
provede poad grip;

(h g watap run owith @ vertieal tise greater than 1380 mm should have handeatls on
bath skdes;

{nt the handistls shail le placed ar a heyzka of Brrween T aw ad D00 pmen abiove
the floor level They must be continuous on both sides all through the g
slopes and even at landings;

{xu) handrad extenzions should exeend horwontally for 2 minwmom distance of 300
nun beyosd the wp and bonom of the mmp w provide suppont for persons
whe ray need belp 1o negonate the ramp, nof o project mie another path of
travel, mss reqam o the wall foor, or past;

{xw) handrmls most be provded w2 conmmsing colour scheme with the
background 10 casure sasy access and cleat swennficatdon by diverse user groups
including the ones with visual mepainmenis,

(xred the matensl for handoat or grab el design shall comsider che cimane facsors
aned tempeniroge as part of the bualt enviomment contest, for exaople,
clumanr sones of extremely hugh or low tempersture, metal surfices fur
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hardrails would pose challenges to gap them Likewsse, st bugh ran zunes, rust
proof macenals shall be required to ensure hygiene and easy grip on handeils;
agnd

prblic behavier wewasds vandalismo or abase ol handeails shall be deah with
BIEFE ACTES,

LLS  Accessibility 1o branch premises

i

i}

Banks 1w endeavor for azranging the premises ol the branch accessible o the
persons with disabilities.

In casez whete extstng beanch of 2 bauk 12 not accessble o the persons with
dimabilides, the Nodal Dffiver a¢ such branches should ender sesvices m
persons with disabibitics. Mame and phone/mobile number of such officer be
displayed on 4 notice board which must be fixed a2 the entance passage leading
to the branch so thar persons with dissbilities could approach the officer sver
tefephone for their banking needs and be entertained by such officer whe
wonkd assist such persons,

1.2 Austomated Teller Machines, Bulk Note Accepters (BNAs), Chegue
Deposit Machines, Cash Deposit Machines, Passbook Priming Machines, Coin
Vending Machines (to be weferred as ATMs whesever applicable heteunder) and self
service mackines’ kioske deploved by Banks

L21  Accessibility provisiens for Bank ATMs:
Bank ATMx shoutd have {.(:-ﬂnwing n-::t:::ﬂ:kii:iﬂit}’ P,m-viﬁi!)nﬁ:

@
(i)

{11}

Ey

{iv)

The ATM room should have a levelled entrance by peoviding o ssatable sansp
elong with handraile on both sudes for seppon
There shall be sufficient landing space for 2 wheelchair user o parh whik
waiting their turn o eneer ghe ATM mom,
Prowasion of Tactile Grousd Surface Tndicators (TGS dles Feading wp 10 1he
ATM machine from the entry pont of the ramp
The entmnce door w0 the accessible ATM moom should be mnimuan 90 mm
wide
Mancoveing space b a wheebchair smiep dinmerer of &1 st 1500 min
shonld be provided to access the ATM machine whether mstalled i 3 room or
i AN Qe RONE,
Thero bs ar jenst one frantul or Isteral Insemction SPACE eniang privacy,
IF the ATM mwaching protrudes Fom the vertieal wall, edpes must extend o
the fiooe in all its plaoe projection,
Ploor  swrbiee should be non-dip and  allow for  easy wheslebar
manocuvratiliny,

the ATM machine’s screen and heyboard should be visible from the seghr ol
1RG0 mm sbove the Boor level

)
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There shall be no reflections or ghne on the ATM pachine sereen.

Al che vontrals ang buttons shall be provided in ¢he range of 400 to 1200 mm
fronn the flour level, The machine shall mainmain a minimm distance of 600
mm from any corner.

The conweol burtons should have embossed st descaption wad Braille sigus.
They sheald shso have colours contrasong with the background surface.

There shall be merile spnbols and graphics which indicase e card inzertmg
#lot and the directon in which the caed shall be inserred.

Seli Bervice hdosks machines) saiking ATMs shoulkd be sepudarly mamenned
and momored.

All such rype of machines shoutd have language selectzon on s first page

Brdeavor shonld be made by the banks to take the promises for the ATMs which are
accessible by persons wirh disabilities.

1.2.2 Featpres of ATHM Machines:
Al the ATM Machines should have fallowmnyg cssendal fearares:

)

)

()
fiy

[

)

The machine chould be integrated wieh andio suppaors tor all informanon

which ran wmdicare validadon of aceess 1w the service and o slert the vser m

vase the card or the money bas not been collected from the machine Further,

banks may also deploy selfoservice machunes/ kiosks with soice gdance

franaes o henrln persons with disabilives. Before bunch of new advanced

wechnalopy ATMs and self-service kiosks basde should ensure that these new

mwachines have built-in aceessibility tearares for personz with disabilises,

The conn slor st be located at & heighs of 1200w or less.

Ie shonld bave a chear Hoor space of 900 5 1200 mm.

Cperatng butgons should bave rised numbers and should be i contmsung

colours.

Far sdestfication o velidation of cards to be wsed in ATMs, the ATM nuser

meer the following reguireinents:

a) The card slot s locsied at a height beowvecn 800 tua and 1280 mun from
Phe Pocer level and 1 bevelled oo Factlitare os imtredostion.

bl It hes conoasted colour with the backgoound surface, Tactle syrbols and
graphics thet repretent the card nsernng direcnon must be weluded.

ci i toegse have s visug) and scoustc svstern to indicase validanion of secess
te the service and o alerr I case in case the card or money bas been
forpanien.

d) 1 shall provide sudio for all infermanon,

Li3 Pomi of Sale (POS) Machincs
i) The machines should be designed suitably so that they are eastly accesunble by
visnally impaired persens without compronusing the sccutily measares.,
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2,

2.1

Issuance of Ceedit Cards /Debit Cards o Visually impaired petsons

Banks o considet issung Brasdle emabled debit/ credn eazds with menle features.
Banks should consider ssuing personalised Credin/Tehit Card with photograph,
when requested,

Tirens snd condiions sheutd clearly be explaned o the customer betose issuance
o such cards.

Infosmadion and Communication Technology

Accessibility of website for Visually impaired:

The Website and apps should be designed user friendly and developed in such a wey that,
they are secessible by all people ncluding visnally impaired. Accessibility is coocial for
weeting the teguirements of the Rughts of Versons with Dizabalines Act, 2016 ro cresre a

roore nclusive dygeal eovironoent, and covers wremaonaly sccepred puidelines om
aceessibility. Al Infermaton and  commumcation  technology  relsred  changes,
ppgradatan  relieed e software/  hardware, moloding ATMs, websites,  maobile
applicaon: aml other echnologies should comply with 18 17802 {Accesaibaling for the
wformatien and communicaton technology Products and Services)-Standards wsoed by
Bureau of indian Srandssds. Further, the guidelnes ssued under Web Conent
Accessibiliy Guidelines 2.1 should be followed:

The website should have the following fearures:

i

(1

)

fwi}

K

£

Skip to Main Comen: Quick eccess wothe core conient un i page is
provided withour gomng through rwepetitive mvigaton vsing the kevboard.

feons: Text has been supplemented with dcons, wherever appropeiae 1o enable
usees wath fcarning disabilites understand the informetion casily, Teons have
beenn provided along with texr labels for key oaviganon opoons ae well ax
{enpesrtant features, sach as print, email ere.

Accespibiliy Options: Options to change the size of the wex, s 8 calonr
scheme aml increase the wext spacing are provaded

ldentification of file type and file size: Informanon about aleraate e s,
such ax POF, Word, Bxcel along with the file sme bas boen provaded sath the
frmthy jext to help wsess wdentdy the same, [n addagon, icons for differens fils wpes
bave been peevided with the loks, This helps wsers in deciding whetlwr they
wish to access the Wnk. For example, 1f nk opens a P file, the lmb e
spectfies its file size 2od Be pe

Headings: The weh page conrent is organteed usmng sppeopraate headings and
subbeadings that provide 2 veadable strucnare, 1 indicaies the e headhng,
whereas FI12 indicates s subbeading,

Titdes: An approprate nune for cach web page s specified thar belps you 1o
wrdeestand the page content easily,

(vil) Ahemnae Text Dnef descnpaos of an mage is provided Ton asers waih viseal

dwsability. I one s using @ hrowser that supporss only text or have turned otf the
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image display, one can stll know what the unage is all about by reading the
slternate text in absence of an wnage. In sddioon, some browsers display the
slrernate text an the form of a tooltp when the user moves the mouse pointer
over the image.

{vid) Consistent Navigation Mechanigm: Conststent means of aavigaton and siple
of presenmiion throughout the Website hus been tncorporated.

{ix; Keyboard Supportt The website can be browsed using a kevboard by pressing
the Tub and Shift + Tab keye.

(s} Customized Text Size: The size of the wxt on the Web pages can be changed
cither chrough the browser, through the Accessibility Options page or by clicking
on the text sizing icons present 2t the 1ip of each page

(xi} Use of assistive technology produces: The websice should be designed w
inake Video and Multmedia sccessible, 1o use descaptve URLs, o use ARIA
Roles {Accessible Rich Interner Applications), to avoid using placebolder text o
forms, m minimize the use of mbles, 10 make use of the umiversal design
principles aod Guidelines for Indian Government Websites 10 make wie of
asssve technology products for visually unpaired persons

{xii) Adjust contrast scheme: The website to provade different schemes 1o enabile
users with visual impairments, such as low vision and colour blindness o view
the web page information with ease. Faclity avalable for changing the conirast
af the web pages.

{xti} Incoease text spacing: Accessibility options page to provide with an opden w
inciease white space between words, White space can be moressed upo o
levels. Tius opoon is helpful for users with visual and leaming imprairments who
find it difficult 1 read the inforpuoen which is peesented using livde white space
herween words.

22 Accessible Communication
)  Banks to develop sccessible communication siaregies with digual technologscal
support through heaning enhancemenis systems, closed captoning, sign language
Herpretation and relay services,

2.3 Accessibibty for digital decuments
(7 Backs o follow specific provistons wader IS 17802 for suthoring digial
decunents for custormers and employees with disabilivies.
{iiy BDanks o provide:
{8y e-creubars and nther elecronie docwments s the sccessible formats
(b bauk cstzicuents in nocessible PDF format oz i alwernatve accessible
formats such as Bralle, ePLIB, eie. to the customers with disababines,
{) user muanuals, infs booklers, product demaos, leiters 10 accesabile fosmar
nsing QR Codes.

Page 9 of 11

8
3

7z
4
-

5



3, Training and Awareness

Hank staff must be sensttred duough formal tainings w0 mtenc with customers and
emplivees wath disabilites and provide any support which is sequired. The Eraining
wiuld enable the scvics providers to improve delivery of varons services w ersons.
with disabilinies having sensory, motor, and copuitive or communicanon dissbilines, by
nurtering and understanding of how 10 overcome the barmess by pond communicason,
develnping rapport with the persons with disabifiies and assisdng them in use of vasous
services avatalle

e traming can be conducted in fomm of workshops i which setive pardeipation ol the
emiployees 15 usefil A mandarary on-line traming needs to be completed as pant of the

tshugtion process,

4, Other steps to facilitate banking services 10 persons with disabilities
iy Papk o have Boaed approved policies to facilitate banking services to persons wath
disabilities and etsure that all the bankang faciloes such as cheque book facilin
mehading thind party chegues, ATM facility, Net banking tacitny, locker factuy,
zetail loans, credit cards e, are invariably offered o the visually challenped
withost diseriminanon are offered to persons with disabilines
(1) Danks to nomueate s nodal officer at every brauch for cussomers with disabilives.
Bank should alse nominae a sufficendy senior officer a5 nodal officer a1 Head
Otficr whe shiauld be over all moharge for the ssues pertainiag to persans wirh
cisabelizies. The coatzet detals of the nodal officer at bead office e made zvailalile
on the websire of e Bank,
Bank to give special focns on complaints or prievances riised by customers with
disahilities. Also, bank should ensure thas o1 Jesst ane member of the Cigramer

E

Segviee Cramnines be a person widh disabilines

i Bank o tomm an advisory comimittee compnsmg at least ooe person with dissbidicies
tepresentatee o reconmmend for medusive and enhanced bankmng services, and
betrer capetience.

W Banks w make special provision m Core Banbong Scluben for Elapnng /
wiepdficstion of the customers with speaal weeds) disabilines, w0 bave # darabase
ahout such customess and 2lko 1o help banks provide special facilimes such as doos.
slep tapkinge, vic.

1 Banks to penodically review the facilines and services ther are meant to be provided
to the enstommers withe disabiities. The aerion with respect 1o semices exended 10
persons with disabilities should be fnctuded by the bask in its Anoual Repoer

(viy Buoks while domg any market research may inchade disabilicy sereveces walin their

surveys and questons to pather more dite and infotmaton o improve el
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vty The Reserve Bank of India o develop and ssue comprebetsive guidchnes
adidressing electeome traud, specitioally wilored (o accommodare he femls of
persens wirth disabiliges, {1 should engompass mcaseres 0 handle msweces of fraud
snd proactive seps o prevent frandulent activities in s manner thar considers the
challenges faced by persons with disabifives.

5 Banks, with regard o physicsl srcessthiliy standands, to follow the relevam
Harnwmised  Gusdelines and  Srandards for Unjvessal Accessibiliy in India, 20721,
pubshshed Ty the Mintsty of Housing and Utban Affairs and as apdated from sme 1o
titnie

6. Further, with regaed 1o Stasdards for  Informaton  and Communication
Tecknodogy, hanks 1o follow relevant guidelines ss issped by Ministry of Electronics snd
Iuformaenn Fechaolopy, from ame 1o e

1. Reserve Bank of Indi will isee gudelines from time 1w time w s
accessibility of bankang services w persons with disabilirics.
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