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Accessibility Standards and Guidelines for Banking Sector
1. Accessibility Standards for physical infrastuciure—

1.1 Information or Service Counters

Information oF service counters or otherwise need 10 provide access tor all keeping in
view the vatious speciil needs for persons with sharr heighs (dhwearfs), children, persons
using wheelchairs or with sensory disabilitics, elderly and all others.

Hanks to adhere m the following norms—

) |nformation or service counrers shall be well laid and located near the entrance
and guided by adequate sipnnge.

()  Tactie guiding indicators should puide persons with visual impaiements 1o the
irformation or service counters in an unobimucted mannee.

i) The connter shall be accessible to all. Thersfore, &t shall have two helght anges
w accommedste diverse needs of users. The mupimum height of the counter
<hall be in the range of 750 mm to 800 mm w fGeilimre sheelchair users or
those with short helght stanure, However, § counter height of 950 mim 1o 1100
mm is recommended, for persons using tecepnion countérs n standing
Posturcs.

dv]  Informaton ot service counters/desks where writig i= done by the visitor
should allow frontal approach by wheelchar users with space 10 provide
clearance for wheelchair user’s knees.

(v)  Informatian or service counters may be provided keeping 0 ViEw @ person
using wheelchair on either side, thereby providing knee cleatance gpace of 630
it belowr the counter.

(el]  Where information displiyed counters are provided, the botom edge of the
counter must be at a height of between 700mm and 800mm Fram the floor and
eilt we-an angle which varies from 307 to 457

fvili Hearing enhancemeént systems along with sign lngeage support shad be
provided at information or service eounters to cater to the needs of persons
with hieating bmpairments.

(vit) Information or service counrers should have: peovisions for sssistve deviges
and techaolopies lilke whielchairs, hearing enhancement systerns (for example
loop induction systetns ¢tc), magnifiers, ete. along with human support to
suppart the needs of Persons with Disabalites amd others.

() Impotant services like First Aid, defibrillarors or other [orms of emetgency
suppart oy be provided on the information of service coutters through
properdy identified signage system.

) As a gond practice, informastion of service counrers shall indicaw 10 a
universally necessible way the tcons or pictogrems of vatious facilines avadable.




It plays a vital role in informing people from 4 distnce sbour the possible
support availsble at receprion counters,

(1} To facilitate I reading, lighting should provide even illuminesion, The reacng
anid writing surfaces at coutters and desks shall he lumimted to a level of at
teast 200 hux in the rourm, and on the desk in a mange of 350 lux 1o 450 lux.
(e Iux s equal to one lumen e square metre).

(i) It is important to ensure thar bank's st i s irained 0 supporting the special
teeds for diverse user proups. This may mcinde élements liee knowledge of
multiple languages including sign lunpuage, technology suppore for guiding
assistance, erc.

(i) Banks to provide u cleady idendfisble counter which provides priodsy 1o
persons with disabilities. A notice board be placed on o ahove the rahle af the
official conspicuously mentoming that persons with disabilites ire Biven
preference in providing banking services at this counter.

112 Tactile Guidance Paths and Handrails

() Along the accessible corrdor and route connecting the entire building a tactile
Boce guidance path for ndependent movement of persons  with wisual
impairments should be provided,

iy Alreroately, handeails with begille plates indicating specific location shall be
provided on both sides of the cortidors,

(i Handrails 6 be provided at two levels in corridoss 1o aid persans with visual
impaimnents in navigadng the space. The bandeail dimersions showld be in
accordance with Para 1.1.4

(W) Tuetle puiding spstems should ensure esse in access amnl egress through
horizontl circulition routes in the buildings. including in emergency situstions
like FI.I‘.T.. E’El‘l‘.l:lqllﬂ]ﬁﬁ&'1 (=

LL3  External Ramps

Rasmeps ave an. extremely crueial clement of a built eavironment providing an accessible
choice for mohility for those with Lmited metiility or other challenges to encounrer level
changes. However, it is equally crucial to understand thar ramps need o adhese to the
given guidelines to enhance acoessibility with safety through theit apt Iocation
configuration, slopes of pradients and other specifications. Well-designed samps provide
an inclusive access to persons using wheelchairs, parents with baby strollers, individuals
using rollators or walking frames, baggage trolleys and other diverse forms of hnan
costence. It 5 1o also understand that ramps seed oot negate the requirement of steps in
varous level changes of huilt environment, as they provide an element of accessibile
choice. Tt shonld be sttempred for al built forms usder design stape to integrte ramps us
patt of sie planning and bndseapes in the extarmal Spaces to emerge as universally
designed spaces and elements,
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LL31 General

(i} Ramps allow persons in wheelchairs to move from one level 1o another, However,
many ambulant persons with disabilines negotiate steps more easily and safely.
Henge, it is preferable to provide accessibility by boch steps and ramps.

iy Na flower/ plant pots ete. be kept on cither sides of the mmps and there should
not be any obstruction to ensure movement of wheel chairs used by the persons
with disalaliriea.

(i) The hortizontal run of famps shall adhere o Para 1L.13.3 for the tecommended
lenpth of s,

(iv) Where there is o larpe ehange in élevation that requires multiple amps and landing
cormbmation, other solutions such as slevarors should be considored

(v} Stegle row of tactile warning blecks should be placed at the beginning and end of
egch ramp and at the beginning and end of each nun:

(vi) Extermal famops: shoold Meally be covered ensuting access amidst challenging
weather conditons like rains, scorching hear, etc.

1.1.3.2 Gradient

(fy It should be noted that the gradiear should be consmnt berween lumdings, The
eecomnended prackenes for mmps sre given in Table mentioned onder Para
L1335,

() Curved ramps should be avoided, [F wsed, the recommended gradient should be
equal or pentler than 1:16.

(i) For samp gmudients besween these specified n Tablke as under Para 1.1.3.3(for
exumple for o geadient ke 1:13 or 1:18), the intetvals may be obtained by lineas
infieepalation.

fiv} The number of heorizontal runs of amp should be limited to 4, e, with 3
intermedinte lndings.

(v) Rarnp gradiens wherever possible should prefer 4 slope taking n consideraton
an independent or vnassisied movemnent in wheelchar: This s in line with one of
the seven principles of Universal Design ie. Tow Physical Efforr

1.13.3 Gradient and Length of Ramps
Grudient of Ramp 142 114 | 1:15 | 120 | Notgentler than 1:25

Maxtmom  length  of & 2 11 15 18
hoirgeonizil run-in métres

1134 Width
The munimwm clear widch of & ramp should be 1200 mm.
1.13.5 Surface
i) PRamps and fandmg surfices should be:slip resisean in their surface finlsh and
ilier finliow 2 flat sarface profie;

Page 3 af 11




(i) R surfaces should avoid any fotm of rumblings or corragations s pare of
constrocnon detaling as they cawse immense inconvenicnce and sometimes a
body pain to ones with diverse disahilites,

(iif} Curdoor ramps and their surface shoold be desipned o prevent warer from
acenmulating on the walking surfaces.

fiv} The ramp sorface matena] should alsn have canwasted calour eurfice EtibuLigE
case for perrons with low vision and orhes forms of visual impairments.

L1346 Landings
Landmps should—

(0 be configured ar the top and botom of cach run and where the rmmp o
chﬂ.ugj:ﬂ direction:
() be provided at regular intervals of not mere thin 9000 mm of every horzontal

Fun
(i) have  level plarform of size not Jess than 1200 mm % 1500 mm

L1.3.7T Huandrails
Handemils on the mmps mustadhbere to the puidelines a8 specified i Para 114,

1138 Edge Protection
The key purpose of an edge proteenon i w s safe movement of wheeling devices
while proeecting the fron: wheels from slipping out of the rmmp edpes, Al rmps and
lainding which sre not adjacent o 2 wall must have an edpe protection with cither of the
following specifications:

il A raised kerb with a mindsum beight of 75mm.

(i A raised barrier with its lower edge at 75 mm or less from the mp or landing

surface.
(i} A rail with the bottom edge at 75 mm or less from the ramp or landing surfice,

In case where tamps are provided inside the building to consect vatious floors with one
another, they must be supported by providing appropriate signage along with menle and
Bralle inforration be provided either on the sdjacent walls or on the handeail extensions
tei idendfy the oo levels.

L1.4 Handrails and Geab Bars

Handtails/ grab bars are extremely imporant features and must be designed o be casy w
grasp atud o provide a firm and comfortable grip so that the band can shide slong the il
withour abstruction.

Many persons with disabilides, elderly and others with weak grips ar halance requice
handradle/ graby bars to mainmin balanee or prevent sericus falls. Handrails ase essendally
d o as rals for supporr in buile envisonment cletents lke stalrcases, ramps ar
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corndors, Flowever, prab bars are bemng referred toas fixed oe moving ruils for suppott in
bl environment coneexts like washoooms, shower areas, around doors, et

It is essential that all handrails / grab rmils are adequately fixed since they are subject ©
considerzble pressure on the rail during manceuvsng. In rutal and semi-urban arcas,
indigenous materials such as bamboo/ wood/ other can be used for making handrails/
grab bars in vadous application sreas of built environment, for example, washrooms,

outdont walling trails, etc.

Handraily may be provided with Braille,” Tactile markings at the beginning and the end
enhance access to way fncing informanon to people with vissal Impairment,

11.4.1 Handrails
Handrails. should—

(1] beslip-redstune with round ends;

(i) havea circular section of 38-50 mun in diamenes;

(ii) preferably have kourbed surfaces;

() have s mamimum clear space of 40 mm- 6 mm from the walls; snimem 40
mm fior smooth wall surfaces and muntmum 40 mm for roagh eeall sorfaces;

(v)  be free of any sharp or abrasive elemenis;

{wi}  be installed st 2 helght of 750 mm to 200 mm;

(vil) have condoeous gripping surfaces, without inernipdons or obstrocdons that
e bregka hand hold,

(viif) be able to bear a weight of 250 kg

(b} be manufacrured from o materia] which connsasts with the wall feish (or use
dark tles behind light coloured raifs), be not oo warm/cold to the twuch and
provide poad grip;

(#) 0 mmp run with & vertical sige greater than 150 mun should have handeails an
Both sides;

(xt}  the hancdribs shall be placed st a hetpht of between 750 movand %00 mm above
the foor level They must be continuous on both sides all throngh the ramp
slopesand even at landings;

{xd) handral extensions should extend hogzontally for a mintmom distance of 30
mm beyond the wp and bomwom of the mmp o provide support for persons.
who may need help to negotate the ramp, net to project into ancther path of
travel, must remam o the wall, flooe, or past;

(zi) hardenls most be provaded oo conousdng colour scheme with the
background 1o ensure easy access and clear idenificaton by diverse user groups
including the cnes with visual tmpairments;

{xrv) the mutenal for handmil or prab il desym ahall consider the elimane fetors
and temperiture us pact of the bult environoment contest, for exumple, o

clmatic zones of extremely hiph or low temperstore, metal sarfaces for
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handrails would pose challenges to grip them. Likewsse, in high rain zones, rust
proof matenals shall be required 1o ensure hygiene and casy zrip on kandrmily;
and

(i) public behavior wwardy vandalism ot abuse of handrails shall be dealt with
stern actions,

LLS  Accessibility i branch premises

i) Banks to endeavor for astanping the premises of the branch accessible 1o the
persons with disabilities.

fiiy  Th cases where extsting beanch of a bank 1= not accessible to the persons with
disabilities, the Nodal CHficer at such branches should tender seovices w
persons with disabilitles. Name and phnn:,."mclbib: numbet of sach officer be
displayed on a notice beand which must be fixed at the enttance passage leading
o the branch so that persons with disabilines could approach the officer over
telephione for their banking needs ind be entertained by such officer who
wonld assist such persens,

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

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

{}  The ATM soom should have 2 levelled entrance by providing a suable moap
along with handeails on both sides for support.
i}y There shall be sufficent landing space for a wheelchair user o pack while
waltitye thelr furn o ener the ATM mom.
i} Provision of Tactile Ground Surface Indicators (TGSI) tiles kading uwp 1o the
ATM machine From the entry paint of the tamp.
fivd  The entmnce doot to the aceessible AT room should be mindmum $00 mm
wide.
() Manoeavring space for & wheelchair mming dismerer of ar base 1500 mn
shonld be provided to access the ATM machine whether installed in 2 room or
N A Oy 2omne,
i}  Thereis at least one frontal or lateral inremction space ensudng privacy,
fell) T the ATM miachine peetredes fom the verteal wall, edges must extend to
the floor i all its pline projection,
{witf) HFoor surfaice shonld be non<lip and allow  for  easy  wheeldioit
mapoeuvrability,
f}  The ATM machine’s screen and keyboaed should be wvizible from the hejght ot
1000 mm above the foor level
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)
(1)

(e
i
(]

{xv)

There shall be no reflections or glite on the ATM machine scegen.

All the controls and burtons shall be provided in the range of 400 ro 1200 mm
fzom the floor level, The machine shall maintain a minimom distince of 600
min EI.'D.I:I.'I. ﬂ.'l:l.‘lﬁ‘ COLIEEE,

The contral buttons should have embossed text deseription and Bruille sgpns.
They should 2lso have colours contrasting with the background surface.

There skall be metile symbels and graphics which indicate the cund inserng
gl and the direction in which the cord shall be inserted.

Sell Bervice kosks machines/ talking ATMs should be repularly maineained
and monttored.

All such type of machines shouid have language selection on i first puge

Endeavor should be made by the banks to ke the premuses for the ATMs which are
accessthle by pemons with disabilities,

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

@

fis)
(i)

()

()

The muchine should be integeated with sudio support for all information
which can mdicace validition of access to the service and o alert the ser in
case the card or the money has not been collected from the machine Furthee,
banks may also deploy sélfzervice machmes/ kiosks with voice guidance
feansres to benelin persons with disabilines. Before liunch of new advanced
technology ATMs and self-service kiosks bank should ensure thar these new
miachines have budle-in accessibility feanares for persons with disabilines,

The cain slor must be located ata heighe of 1200mm or less.

It should have o clear ook space of %00 & 1200 mm.

Oiperating buttons should have mised numbers and should be in conmstng
colours,

For idennfication oe validation of cards to be wsed in ATMs, the ATM mnst
meet the following requirements;

1) The card slot is located st a height berween 800 mum and 1200 mm fom
the fooe level and iy bevelled to fmcilitate bs mtroduction.

b} Ithss contrasted coloar with the background surface, Tactile symbols and
graphacs that represent the card inserting direction must be mclnded.

) It must have a visual and acousde system to indicase validation of access
to the service and to wlert in case In case the card or money has been
Forpotiet.

d) 1t shall provide sudio for all informatos,

123 Point of Sale (POS) Machines
(i) The machines should be designed suitably so that they are easily accessible by
wvisually impaired persens withour compromising the security messures.

Page T of 11




1.3 Issunance of Credit Cards /Debit Cards to Visually impaired petsony
{iy ~ Banks to considet ssumng Bradle enabled debt/ credit cards with tactibe features.
iy  Banks sheuld consider issulng pemonalised Credic/Debit Card with photograph,
when requested.
{ilf) Teems and conditinng should clearly be explaned m the costomer before issiance

of such cards:

2.  Informadon and Communication Technology

2.1 Accessibility of website for Visually impaired:

The Website and apps should be desigred user friendly and developed in such 2 way that,
thicy are sccessible by all people mcluding visually impaired. Accessibility 15 crocial for
ety the requirements of the Rights of Persons with Disabidimes Act, 2016 to creste 2
more incluive digeal environment, aud covers inermadonally accepted guidelines on
aceesstbibty, All Information and commumecation technology  related chanpes,
upgradation  telaeed  to software/  hardware, imcluding ATMs, websites. mabile
apphicatons and other technalogies should conply with 18 17802 (Aceesaibility for the
information ahd communication chnology Products and Services)-Standards wsned by
Barean of Indian Standards. Fuether, the puidelines #sued under Web Content
Accessibility Guidelines 2,1 should be Followed:

‘The website should have the following features:

i1 Skip to Main Content: Quick sccess w the core conteat on the page is
provided without going through repetitive navigation using the keyhoard.

ity Tcons: Text has been sopplemented vath fcons, wherever appeopriate o enable
users with learning disabilities understand the information easily, Tcons have
heen provided along with text labels for key navigadon optons e well as
impertant feahures, such as priot, email et

i) Accessibility Options: Options to change the size of the text, set a colour
scheme and inctease the text spacing are provided.

vl ldentification of file type and file size: Information about alteriate fle ypes,
sich as PDF, Ward, Bxcel along with the file sire hus been provided with the
fismh test to help usess idennfy the same, In addition, fcons for different file types
have been provided with the links, This belps users in deciding whether they
wish to access the link. For example, if lnk opens a PDF file, the limb text
specifies its file size and fle type.

fvy Headings: The web page content Is cegarized uelng appropesate headings and
subheadings that provide o readable strucnare. 11 indicates the main heading,
whereas H2 indicates a subheading.

{wi] Titles: An appropoate name for cach web page = specified that helps you o
undesstand the page content easily,

feif) Altermate Text Brief descopdon of an fmage i provided for users with visual
disability. If one ie using & browser that supports only text or have turned off the

Page B of 11




image display, one can still know what the mmage 15 all about by reading the
alternate text in absence of an image: In addition, some browsers display the
alternate text in the form of a teoltip when the vser moves the mouse polnter
over the imape.

{vin) Congistent Navigation Mechanism; Conststent means of navigsdon and sryle

(ie)

{x)

{xi)

of presentation throoghout the Website has been incorporated.

Keyboard Support: The website can be browsed using a kevboard by pressing
the Tub and Shift + Tah keps.

Customired Text Size; The size of the text oo the Web piges can be changed
either through the browser, through the Accessibility Opdons page or by elicking
on the text sizing icons present at the tip of each page

Use of assistive technology products: The websie should be desiphed w
make Video and Muldmedia secessible; to use descripove URLs, to wse ARIA
Roles (Accessible Rich Inerner Applicanons), to avoid using pliceholder text in
forms, . minimize the use of whles, v make use of the universal design
principles and Giuidelines for Indian Govemment Websites 1w make use of
assstve technology products for visually impaived persons.

{xii} Adjust contrast scheme: The website o provide different schemes o enabie

users with visunl impairmenrs, such us low vision and colour blindness m vicw
the web page information with ease, Facilicy avalable for changing the contrast
af the web pages.

{xu1} Increase text spacing: Necessibility options page to provide with an optdon o

22
i

2.3

W

fiy

incresse white spece. between words. White space can be ncressed upro o
levels. This option 1s helpful for users with visual and leaming impaitments whe
trnd 1t difficult to read the informanen which s presented using littde white space
betwern words.

Aecessible Communication

Banks w develop accessible commmunication stratepies with digia] technological
support through hearing enhancements systems, closed captioning, sipn lanpuage
nrerpretation and relay senices,

Avcessibility for digrital documents
Banks to follow specific provisions wader 15 17802 for wuthoring digiml
documients for customers and employees with disabilides.
Banbs to provide:
{ny e-orculbare and other-elecironie dosuments i the accessible Formats
{b) Bank e-stapmments In wccessible PDF fonmat or 1o altemnadyve sceessiblbe
formats such as Braille, ePUB, cte. o the customers with disabilities,
{c) user manuals, info booklets; product demos, letters in accessible formar
using QR Cades.

Page 9 af 11




3.  Training and Awarcness

Bank staff must be sensitized through formal taitings (o mtesdcr with custoners and
employees with disabilities and provide any support which is required. The craming
would enable the service providers to improve. delivery of vanous setvices to persons
with disabilifies having sensory, motor, and copnitive or comnunication disabilives, by
nurturing and understanding of how 1w overcome the barners by good commumcanon,
developing mpport with the persons with disabilities and assistng them tn vse of vanous
services available

The training ean be conducted in form of workshops in which active participation of the
employees 18 nseful. A mandatory on-line traming needs to be completed as part of the
frehuction prooss.

4, Other steps to facilitate banking services o persons with disabilisies

[y Bank to have Boaed approved policies to facilitate banking services m persons with
disabrilitics and etsure that all the banking facilines sach as cheque bock facliy
ncluding third party cheques, ATM facility, Net banking fcility, locker facilaty,
retail loans, credit cands etc., are mvanably offered 1o the wisually challenped
without discominaton are offered to persons with disabilives.

(i) Danks to nominate a nodal officer at every branch for customers with disabilines.
Bank should also nominate a sufficiently senior officer as nodal officer at Head
Oiffice who should be over all incharge for the issues pertamning to persons with
dissbilities. The conteet detalls of the nodal officer at head office be made availal:le
an the website of the Banlk,

(i} Bank to pive special focus on complaints o gricvances mised by customers with
dizaliilities. Alzo, bank should ensure char at lesst one member of the Cosremer
Bepvice Conunitiee be a person with dissbilities

(iv) Bank to form an advizory committee comprising ot least noe person with dissbilites

representagve to recominend for inclusive and enhanced banlang services, and
better expericace.

(v} Banks w make special provision in Come Banking Sclutdon for fagging/
idenrification of the customers with special needs, disabilities, to have » doabase
about such customers and also 1o help banks provide special facilines such as doas-
step banking, eie.

(vi) Banks to perodically review the fucilities and services that are meant to be prowvided
oo the customers with disabilides. The dction with tespect to services exended to
persons with disabilities should be included by the bank in its Ansual Repore.

{vii) Banks while doing any market research may Bchade disabiliey services within theiy

surveys amd questons to gather more dita and information to impeove their
SEIVICES.
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(vi) The Reserve Bank of India ro develop and issue compechienarve  guidclines
addressing electronic frand, specifically wilored 10 accommodate the nesds of
perions with disalilites. It should encompass measures to handle insmnces of frapd
and pronctive steps o prevent fraudulent activities in a manner thar considers the
challenges faced by persons with disabilities.

5. Banks, with regard to physical sccessibility standards, to follow the relevant

Haemonised Guidelines and Standards for Universal Aceessibility in India, 2021,

pubslished by the Ministry of Housing and Utban Affairs and as updated from Bme 1o

ERrThe

6. Further, with regard to Steadards for Informaton snd Commuonieation
Technology, banks to follow relevant guidelines ss issved by Ministry of Electronics and
Information Technology, from time o e

A Reserve: Bank of India’ will issue puidelines from tise w fime to. cosume
accessibility of banking services to persons with disabiliries,
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