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2 THE GAZETTE OF INDIA : EXTRADRDINARY [PART I—SEc.1]

MINISTHY OF FINANCE
(Department of Financial Services)
NOTIFICATION
Few Dubhd, the Ind Febriry, 1024

F. Mo, 7ANZREL-B0A-1.—Whereas section 40 of the Rights of Persons with Disabilitics Aat, 200649 of
M) envieages thet the Central Government ghall, in consulistion with the Chief Commbsslonper for Persons with
Disnbilities, formulete rules for persons with disabilities leying down the standards of accessibifity for the physical
etryiranmiend, franspostation, information and communications, ircluding appropriate technologies and systems, and
ather fecilities and sarvices provided to the peblic in urban and rural sreas;

And whereas, Department of Financial Services, Ministry of Financs, with Ieter to address accesalbility
nends of persons with disshilities in respect of the facilities and services pertaining to Banking Sector, in consiltation
with the stakebolders and office of the Chief Commissioner for Persons with Disohilities, formuzlated the
“Accessibility Standards and Guidefines for Banking Secter™;

Move, Depariment of Fisarcial Services, Ministry of Finance harehy nodifies the " Accessibility Siondards and
Guidelines for Benking Sector” and the same i< svailahle ot bspeifinancinfeervices aovin |,

SAMEER SHUKLA, L Secy.

Uplended By Do of Printmg @ Govemment of [ndia Pres, Ring Boad. Maynpurt, New Defhi-1 10664
#ad Pablisioed by the Contmller of Pablications, Delhi=1 10054, s
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Accessibility Standards and Guidelines for Banking Sector
. Accessibility Standards for physical infrastruciure—

1.1 Information or Service Counters

Information of service counters of otherwise need to peovide access for all keeping in
view the vatious speciil needs foe persons with short heights {dwarfs), children, persons
nsing wheelchairs or with sensory disabilines, eldery and all others.

Banks to adhere m the following norms—

)] |nformation ot setvice counters shall be well laid and located ocar the entrance
and puided by adequate signage.

di)  Tactile guiding indicators should puide persons with visual impaizments to the
information or service counters in an unobsmucted manner.

(i)  The counter shall be accessible to all. Therefore, it shall heve two height ranges
s necommodate diverse needs of users. The menimum hesght of the counter
shall be in the range of 750 mm to 800 mm w fciliae wheelchair users or
those with short height stanure. However, 8 counger helght of 950 mum to 1100
mm is recommended, for persons using reception counters n stinding
F-!:Iﬁ-l.'l.l.l'i.‘.'ﬁ.

{iv) Informadon or service counters{desks where writing is done by the visitor
should allow frontal approach by wheelchair users with space 1w provide
clearance for wheelchair user’s knees.

(v)  Information or service counters may be provided keeping in view & person
using wheelchair on either side, thereby providing lmee clearance space of G830
i below the caunter.

(wl] Where informatinn displayed counters are provided, the bottom edge of the
counter must be at o height of between 700mm and B0mm from the floor and
eilr a2 an angle which varies from 307 to 457

iy Hearing enhancement systems along with sign lanpeage support shall be
provided ar information of service counters to cater to the needs of persons
with hearing impaimments.

(vij Information or service counrers should have provisions for assisove devices
and rechnologies lilke wheelchairs, hearing enhancement systems (for example
loop induction systems etc), magnifiers, etc. along with human support to
suppozt the needs of Persons with Disabilities and wthers.,

(%) Impottant services like Fiest Aid, defibrillarors or other forms of emergency
support tay be provided on the information or service counters through
properly identified signage system.

{€)  As a good practice, informadon of service COGOLErS shall indicawe i a
universally gecessible way the icons or pictograms of various facihnes avalable.




It plays a vital role in informing people from a distance about the possible
support available at reception counters,

%t To facilieate lipy reading, lighting should provide even illuminaton. The teading
and writing surfaces at counters and desks shall be iluminated to a level of at
least 200 hex in the room, and on the desk in 4 ratige of 350 lux to 450 lux.
(One hux is equal to one lumen per square tctre).

(xif) Tt is important to ensure that bank's $wéf is tained in suppotting the special
needs for diverse user proups. This may mclode elements bee knowledge of
multiple languages including sign lanpuage, technalogy suppore for guiding
ASSISTANGE, ere.

(eli)  Banks to provide a clearly idendfishle counger which provides prionty o
persons with disabilities. A notice board be placed on or ahove the fable af the
official conspicuously mentoning that persons with disabilities re Eiven
preferenee in providing banking services at this counrer.,

LL2  Tactike Guidance Paths and Handrails

(.  Along the accessible corndor and route comiecting: the entire building a tactile
Boor guidance path for independent movement of persons with  wisual
impatrments should be pravided,

(iy  Alterparely, handeails with brsille plates indicating specific location shall be
provided on both sides of the corridors,

(i) Handrails to be provided at two levels in comidors o aid persans with visual
impaimments in navigating the space. The handrail dimensions should be in
accordance with Para 1.1.4

(v) Tactle puiding systems should ensute esse in access and egress through
horizoatal circulation routes in the buildings. including in emermency situadons
like fire, earthguakes, stc

LL3  External Ramps

Ramps are an extremely ceucial clement of a huilt environment providing an accessible
choice for mobility for those with lmited tnobility or other challenges to encounter level
changes. However, it is equally crucial to understand that ramps need to adhere to the
gven guidchnes to enhance acecessibility with safety through their apt location,
configuration, slopes of gradients and other specifications. Well-designed ramps provide
an inclusive access 10 persons using wheelchairs, parents with baby strollers, individuals
using rollators or walking frames, baggage trolleys and other diverse forms of human
existence. It &5 10 also understand that ramps need not megate the requirement of steps in
various level changes of built environment, as they provide an element of sccessible
choice. It shauld be attemipted for al built forms under design stape 1o integrate rampg us
part of site planning and lindscapes in the external Spaces to emerge as universally
desigtied spaces and elements,
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1.1.3.1 General

i1} Ramps allow persons in wheelchairs 1o move from one level o another, However,
many ambulant persons with disabilites nepotiate steps more easily and safely.
Hence, it is preferable to provide accessibility by both steps and ramps.

(i) No flower, plant pots etc. be kept on either sides of the mmps and there should
not be any cbstuction 1o ensure movement of wheel chamrs used by the persons
with disabiliries,

1if) The horizontil eon of ramps shall adhere o Para 1.1.3.3 for the tecommended
length of muns.

[iv)} Where there 15 4 large change in elevation that gequires multiple ramps and landing
cambmation, other soluoons such as elevarors should be considared

{v} Simgle row of tetle warning blocks should be placed at the beginning and cod of
each ramp and at the beginning and end of each non.

{v1) External ramps should ieally be covered cnsuring access amidst challenping
weather conditons like raing, scorching heat; ete.

1.1.3.2 Gradient

(% It should be noted that the gradient should be constant berween landings, The
eecommended praclients for mmps are given in Table mentoned wnder Para
1133

(i} Curved mmps should be avoided. [f used, the tecommended gradient should be
equal oe geatler than 1:16.

[[f) For ramp prmdients berween those spedfied m Table as under Para 1.1.3.3(tor
example for a gradient ke 1:13 or 1:18), the inrervals may be obtained by ineas
interpolation.

fiv} The number of horizontal funs of ramp should be limited to 4, Le. with 3
intermediate landings.

(v} Ramnp gradients whetever possible should prefér 4 slope taking in consideration
an independent or unassisted movement in wheelcharr, This 15 in line with one of

the seven prnciples of Universal Design ice. Low Physical Efforr

113.3 Gradient and Length of Ramps

Grudient of Ramp 1:12 1:14 1:15 | 1:20 | Mot gentler than 1:25
Maximum  length  of G 2 11 15 158
homzonal run-in métres

1.1.3.4 Width
The minimum clear widch of & amp should be 1200 mm.
1.1.3.5 Surface
(1} Ramps and hndmg surfices should be slip resistant in their surface finish and

also fiollow a flat surface profile,
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() Ramp surfaces should avoid any fotm of rumblings or corragations as pare of
construction detatling as they caose immense inconvenience and sometimes a
body pain to ones with diverse disahilities,

(i} Cutdoor ramps and their surface should be desipned to prevent water from
accumulating on the walking sarfaces,

(v} The ramp surface material should also have contrasted colour surface ensusring
case for persons with low vision and other forms of visual impairments.

L13.6 Landings
Landings should—
(i be configured ar the top and bonom of each rmn and whete the mmp tun
chanpges direction;
(i) be provided at regular intervals of nar mere than 9000 mm of every horzontal

e
{iif) have a level platform of size not less than 1200 mm x 1500 mm.

1L13.7 Handrails
Handrails on the mmps must adhere to the puidelines as specified i Para 1.1.4.

1.13.8 Edge Protection
The key purpose of an edge proteetion i to ensure safe movement of wheeling devices
while procecting the frons wheels from slipping out of the ramp edges. All ramps and
linding which are not adjacent to a wall must have an edpe protection with either of the
following specifications:

{i] A maised kerb with a minimum height of 75mm.

() A rassed barrler with us Jower edge at 75 mm or less from the ramp or landing

surface.
(it} A rail with the borrom edge at 75 mm or less from the ramp or landing sutface,

In case where ramps are provided inside the badlding to connect vatious floors wirh one
anather, they must be supported by providing appropriste signage along with menle and
Braille information be provided either on the adjascent walls or on the handail extensions
to idendfy the foot levels,

L14 Handrails and Grab Bags

Handsails/ grab bars are extremely impormant feamires and must be designed 1o be easy 1o
grasp aind o provide a firm and comifortable grip so that the hand can slide slong the il
withoue obsrruction.

Many persons with disabilities, elderly and others with weak grips ar halance require
handrails/ grab bars to mainmin balanee or prevent serious falls, Handrils are essentially
d to as rails for support in buile environment elements like staircases, ramps or
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corndors, However, prab bars are being referred to as fixed oe moving rails for support in
bl environment coneexts like washeoooms, shower areas, around doors, etc

It is essential that all handrails ( grab rails are adequately fixed since they are subject 1w
considersble pressure on the il during mancerveing. In roral and semi-urban aress,
indigenous matenals such as bamboo/ wood/ other can be used for making handrails/

gral bars in vadous application areas of built environment, for example, washrooms,
outdootr wallking trails, etc.

Handralls may be provided with Braille, Tactile markings at the bl:ginning and the end m
enhance scoess to way finding informanton o people with viswal impatrment.

1.1.4.1 Handrails
Handrails should—

() beshp-resistant with round ends;

()  have a circular section of 38-50 mm in diamerer;

i} preferably have kourled surfaces;

(e} have & mindmum elear space of 40 mm- 60 mm from the walls; minioom 40
mm for smocth wall surfaces and minimum 60 mm for rough wall surfaces;

(¥) be free of any sharp or abrasive clements;

fwi} be mstalled at a heighe of 750 mm to %00 mm;

(vi) have contnuous gripping surfaces, without intermuptions or obstroctions thar
can break a hand hold;

(vii) be able to beara weight of 2530 kg

(ix} be manufactured from a material which conoasts with the wall fnish {or use
dark nles behind light coloured raile), be not too ware/cold to the touch and
provide good grip;

(%] @ mamp run with a vertical rise greater than 130 mm should have handrails on
both sides;

(xt} the handmils ahall e P-l'h.f_‘ﬂd ata I.w_iﬁ-s: of hetween TR0 s acd 900 fren alwsve
the floor level They must be continuous on both sides all throogh the tamp
slopes and even at laindings;

(xt) handrail extensions should extend honzontally for 3 minimum distance of 30
mm beyond the wop and botom of the ramp 1w provide support for persons
who may need help o negotate the ramp, not te project into another path of
travel, must retum o the wall, Hoor, or past

(xi) handrols must be provided i & conomsting colour scheme with the
background 1o ensure easy access and clear identification by diverse user groups
including the ones with visual impairments;

{wrr) the matenal for handmil or prab mil desipn shall consider the cdimane factors
and temperiture as part of the buillt environment context, for example, in
chrmatic zones of extremely high or low temperatore, metal sorfaces for

F’ag:E-::fﬂ




handrails would pose challenges to grip them Likewdse, i high rain zones, rust
proof materials shall be required to ensure hygiene and easy grip on handrails;
and

{xv) public behavicr towards vandalism or abuse of handeils shall be dealt with
stern actions.

LL5  Accessibility w0 branch premiscs

i} Banks to endesvor for astanpging the premises of the beanch aceessible to the
persons with disabilides.

fiiy In cases where exising beanch of a bank 15 not accessible to the persons with
disabilities, the WNodal Officer at such branches should render services w
persons with disabilities. Name and phone/mobile number of sach officer be
displiyed on a notice board which must be fixed at the entrance passape leading
0 the branch so that persons with disabilines could approach the officer over
telephone for their banking needs and be entcrtained by such officer whe
would sssist such persons.

1.2 Automated Teller Machines, Bulk Note Accepters (BNAs), Cheque
Deposit Machines, Cash Deposit Machines, Passbook Printdng Machines, Coin
Vending Machines [to be referred as ATMs wherever applicable heteunder) and self-
service machines  kiosks deploved by Banks.

121 Accessibility provisions for Bank ATMs:
Bank ATMs should have following accessibility provisions:

i) The ATM soom should have a levelled entrance by providing a suitable mmp
along with handrails on both sides for support.

1) There shall be suthcent landing space for a wheelchair wser to park while
waiting their turn o enter the ATM mom.

il Provision of Tactle Ground Secface Tndicators (TGSE tles keading up o ihe
MATM machine from the entry point of the ramp.

fivy  The entmnce door o the accessible ATM room should be mmnimum 900 mm
wide.

(v} Manoeuvring space for a wheelchair mming diamerer of at beast 1500 mm
should be provided to access the ATM machine whether installed in 2 room or
in a1 Open zone.

fef)  There is at least one frontal or lateral intetmction space ensudng privacy,

(wiiy If the ATM machine protrudes from the vertical wall, edges must extend to
the floor in allits plane projecton,

(viif) Floor surface should be non-slip and allow for easy  wheelchair
manoeuvrability,

flx} The ATM machine's screen and keyboard should be visihle from the heighr of
1000 mm above the Boor level
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()
(1)

]
(i
{xiv]

(xv]

There shall be no reflections or glare on the ATM machine sceeen.

All the controls and buttons shall be provided in the ranpe of 400 to 1200 mm
from the Hoor level. The machine shall maintain a minimoam distance of 600
mm from any corner,

The contrel buttons should have embossed text desesiption and Beaille siens.
They should also have colours contrsnng with the background surface.

There shall be metile symbols and graphics which indicate the card inserting
slot and the direction in which the card ghall be ingerted.

Self Bervice kiosks machines/ malking ATMs should be repuladly mainrained
and monitared.

All such type of machines should have language selecton on its first page

Endeavor should be made by the banks to take the premises for the ATMs which are
accessible by persons with disabilities.

1.2.2 Features of ATM Machines:
All the ATM Machines should have following essental features:

@

()
(ni
(w)

The machine should be integrated with sudia support for all informadon

which can indicate validation of access o the service and o alert the user in

case the card of the money has not been collected from the machine Fusther,

banks may also deploy self-service machines/ kiosks with voice guidance

features to benelis persons with disabilines. Before lunch of new advanced

technology ATMs and self-service fiogks bank should ensure that these new

muachines have bullt-in aceessibility feanares for persons with disabilites.

The cain slot must be located at a heighe of 1200mm or less.

It shiould have a clear fioor space of 200 % 1200 mum.

Operating burtons should have mised numbers and should be in contmasung

colours.

For identfication or validation of cards to be used in ATMs, the ATM mst

meet the following tequirements:

a) The card slot is located ata height berween 800 pun and 1200 mm from
the Rooe level and is bevelled to facilitate os introduction.

b} Ithas contmsted colous with the ackground surface, Tactlle symbols and
graphics that represent the card inserting direction must be mcluded.

] It must have a visual and scousde system to indicate validadon of access
te the service and to alert in case in case the card or money has been

fargoma::L

d) It shall provide sudio for all informadon,

1.3 Pomnt of Sale (FO5) Machines
() The machines should be designed suitably so that they are easily accessible by
visually impaired persens withour compromising the security measares,
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L3 Issuwance of Credit Cards /Debit Cards to Visually impaired persons
{iy  Banks to considet ssuing Braille enabled debity credit cards with tactile features.
fiiy Banks should consider issuing pemsonalised Credic/Debit Card wath photagraph,
when requested.
iif) Teems and conditions should elearly be explained to the customer before issuance

of such cards.

2, Information and Communication Technology

21 Accessibility of website for Visually impaired:

The Website and apps should be desimed user friendiy and developed in such a way that,
thiey are sccessible by all people including visually impaired. Accessibility is crucial for
meeting the requirements of the Rights of Persons with Disabilies Act, 2016 ta ereste a
more inclusive digtal environment, and covers inernadonally accepred guidelines on
accessibility, Al Information and commurication technology related chanpes,
upgradation  related to  software/ hardware, mcluding  ATMs, websites, mabile
apphications and other technologics should comply with I8 17802 {Accessibility for the
information and communication technology Products and Services)-Standards issued by
Bareau of Indian Standards. Further, the guidelines sued under Web Content
Aceessibility Guidelines 2.1 should be followed:

‘The website should have the following features:

] Skip to Main Coment: Quick sccess 1w the core conent on the page is
provided without going through repetitive navigation uging the keyboard.

iy Teons: Text has been supplemented with icons, wherever appropriate to etable
uscrs with learning dissbilides understand the information easily. leons have
been provided along with texe labels for key navigation optons ag well as
important featuzes, such as print, email ete.

fiify Accessibility Options: Options to change the size of the texy, set a colonr
scheme and increase the text spacing are provided.

iv] ldentification of file type and file size: Information about altemate fle types,
such as PDF, Ward, Bxcel along with the Hle size hag been provided with the
limb text to help users idennfy the same. In addition, icons for different file types
have been provided with the links, This helps users in deciding whether they
wizh to access the link. For example, if link opens a PDF file, the limb text
spectfies its file size and e type.

(v} Headings: The web page content is organized using appropreiate headings and
subheadings that provide & reacdable strucnare. H indicates the main heading,
whereas H2 indicates a subheading,

(wi] Titles: An approprate name for each web page & specified that helps you to
understand the page content easily.

(vii) Alternate Text: Brief description of an image i provided for users with visual
disability. If ane is using 2 browser that supports only text or have turned off the
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image display, one can still know what the wmage is all sbout by reading the
alternate text in absence of an wmge: In addition, some browsers display the

alternate text in the form of a tooltip when the wer moves the mouse pointer
ovel the Imape.

iwin) Consistent Navigation Mechaniso; Consistent means of navigatgon and siyle

(ix)

(x)

of presentation throughout the Website has been incorporated.

Reyboard Support: The website can be browsed using a keyboard by pressing
the Tab and Shift + Tah keys.

Customized Text Size: The size of the text on the Web pages can be changed
cither through the browser, through the Accessibility Options page or by clicking
on the text sizing 1cons present at the op of each page.

Use of assistive technology products: The websie should be desipned w
make Video and Multimedia sccessible; to ase descriptive URLs, to use ARIA
Roles (Accessible Rich Internet Apphications), to avoid using placeholder text in
forms, m minimize the use of mbles, 10 make use of the universal desipn
principles and Guidelines for Indian Govemment Websites 1o make use of
assstive technology products for visually impaired persons.

{xi} Adjust contrast scheme: The website o provide different schemes 10 enable

users with visual impairments, such as low vision and colour blindness o vicw
the web page information with ease. Facility avalable for changing the contrast
af the web pages.

{xti1} Increase text spacing: Accessibility options page to provide with an opdon m

2.2

2.3
&

(i}

increase white space between words. White space can be mereased upo mwo
levels. This option is helpful for users with visual and leaming impairments who
fnad 3t difficult to read the informagon which is presented using livde white space
hetwesn words,

Accessible Communication

Banks 1o develop accessible communication stratepies with digial echnological
support through hearing enhancements systems, closed capdoning, sipn lanpuage
inrerpretation and relay services.

Avcessibility for digital doouments
Banks to follow specific provisions wader IS 17802 for authoeing digital
docunents for customers and employees with disabilides.
Banks to provide:
{1} e-arculars and other elecironic documeants m the accessible formats
(L) bank e-statements in nccessible PDF format or in alternatve accessible
formats such as Braille, ePLUB, ete. to the customers with disabilities.
{c} user manuals, info booklets, product demos, letters in accessible formar
using QR Codes.

Page 9 of 11




3. Training and Awareness

Bank staff must be sensitized through formal tninings to intesact with customees and
employees with disabilities” and provide any support which 15 required. The traming
would enable the serviee providers to improve delivery of various services o pessons
with disabiliies having sensoty, motor, and cognitive or communication disabilities, by
nurtaring and understanding of how 1o overcome the barners by good comnunicanon,
developing sapport with the persone with disabilities and assisting them in vse of vanous
services available

The training can be conducted in form of workshops in which active pardeipation of the
emplovees 15 nseful. A mandatary on-line traming needs to be completed as patt of the
irsluction process.

4. Other steps to facilitate banking services w persons with disabilines

[y Barnk to have Board approved policses to facilitare banking services to persons with
disabiliies and ensure that all the baoking facilides sach as cheque bock facility
including third party chegques, ATM facility, Net banking  facility, locker faciliey,
retall loans, credit cands etc., are invarably offered o the wisually challenped
without discriminaton are offered to persons with disabiliies.

(i) Danks to nominate a nodal officer at every branch for custemers with disabilivies.
Bank should also nominate & sufficiently senior officer a5 nodal ofbcer at Head
Office who should be owver all incharpe for the issues pertaining to persons with
disabilicics. The contzct details of the nodal officer at bead office e made available
on the wehsite of the Bank.

(it} Bank to give special focus on complaints or grievances mised by customers with
disabilities. Alse, bank should ensure thar at lesst one member of the Customer
Service Committee be a person with disabilities

(iv) Bank ro form an advisory committee comprsing at least one person with disabiities
tepresentative to recomimend for inclusive and enhanced banlong services, and
better expoticnes.

(v} Banks 1o make special provision in Core Banking Scluton for faggng/
idenrification of the customers with special needs; disabilities, to have & database
ahout soch customers and also to help banks provide special facilines such as doos-
step banking, ete.

{vi) Banks to periodically review the [acilities and services that are meant to be provided
to the customers with disabiliies. The action with respect to services extended to
persons with disabilifes should be included by the bank in its Aneal Repoer,

i) Banks while doing any market research may include disabiliey serviees withm theiy
surveys and questdons to gather more data and information to improve their
SCIVICES.

Page 10 of 11




(vilfy The Reserve Bank of India to develop and issue compeehionsive guidclines
addressing electronic frand, specifically tilored 1o accommodate the nesds of
persons with disabiliies, [t should encompass measuees to handle insmnces of fraud
and proactive steps o prevent fraudulent activities in a2 manner that considers the
challenges faced by persons with disabilities,

5. Banks, with regard m physical accessibility standards, to follow the relevaat
Harmonised Guidelines and Standaeds for Universal HAccessibility in India, 2021,
pulshished by the Ministry of Housing and Utban Affairs and as updated from fdme 1o
e

6. Further, with regard to Standards for Informaton and Commonication
Technology, banks to follow relevant guidelines as issued by Ministry of Electranics and
Informaton Technology, from time o thne,

7. Reserve: Bank of Indis will jssue puidelines from tme o tme to s
accessibility of banking services to persons with disabilities,




