GOVERNMENT OF INDIA
MINISTRY OF FINANCE
DEPARTMENT OF FINANCIAL SERVICES

RAJYA SABHA
STARRED QUESTION NO. *¥137
ANSWERED ON - 20/12/2022

Usage of regional languages in banking sector

*137. SHRI SANT BALBIR SINGH:
Will the Minister of FINANCE be pleased to state:

(a) whether all the forms of banks are either in English or in Hindi, and the reasons as
to why some banks do not provide Account Opening Forms, Loan Application Forms,
ATM setvices and customer interface services in regional/vernacular languages;

(b) the reasons as to why these are not made available and what difficulties banks
encounter in offering such services despite the fact that software vendors for banks

have vernacular language modules available; and

(c) what impact the absence of services in vernacular language in financial institutions
like banks/MFI, etc., have on Jan Dhan Aadhaar Yojana and Financial Inclusion?
ANSWER

THE FINANCE MINISTER
(SMT. NIRMALA SITHARAMAN)

(a) to (c): A statement is laid on the Table of the House.
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Statement for Rajya Sabha Starred Question no. *137 for 20" December 2022,
regarding “Usage of regional languages in banking sector” by SHRI SANT
BALBIR SINGH, Member of Parliament

(a) to (c): Reserve Bank of India (RBI) zide its master circular on “Customer Service in
Banks”, dated 1st July, 2015, has issued instructions to all Scheduled Commercial Banks,
regarding the usage of trilingual forms i.e., English, Hindi and regional languages in all
printed material used by the retail customers, including, znfer alia, account opening forms,
loan application forms, in order to ensure that banking facilities percolate to the vast
sections of the population.

RBI has also advised the banks to have a Board approved policy for general management
of the branches including, /nter alia, the following aspects:

(i) Displaying indicator boards at all the counters in English, Hindi as well as in the
concerned regional language.

(if) Availability of booklets consisting of all details of service and facilities in Hindi,
English and concerned regional language.

(iii) Availability of the customer usage options in multi-languages in ATMs.

(iv) Availability of customer redressal in Hindi, English and concerned regional

language.

RBI has informed that compliance to said RBI guidelines issued to banks is examined on
sample basis during the Supervisory Assessment of the banks and any non-compliance
observed is taken up for rectification apart from initiating supervisory/enforcement
action against the bank, as deemed fit. RBI has advised their Senior Supervisory
Managers to examine the compliance and appropriately factor in the inspection report of
the bank. Also, RBI officials during zncognito visits of bank branches, verify whether
deposit slips/cash withdrawals slips/passbooks etc. ate printed in trilingual forms.

Further, engagement of locally settled Business Correspondents (BCs)/ Bank Mitras
(BMs), who are conversant in local language, has facilitated customers’ awareness of bank
products, and of their easy access to services. The adoption of vernacular languages in
customer interface through technology/digital based channels like mobile/Internet
banking, ATMs, etc. has led to significant improvement in digital adoption, Jan Dhan

Aadhar Yojna and Financial Inclusion.
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SHRI SANT BALBIR SINGH: *"Hon’ble Chairman Sir, through you, | would like to put
this question. In all the banks situated in agricultural areas, the forms are given only in
English and Hindi for being filled up. People in the villages are illiterate. They neither
know English nor Hindi. Especially in Punjab, we see that they then have to get their
forms filled by someone else and they have to share that OTP number also with
others. It is therefore, a question of their privacy also. They should therefore, get
those forms in Punjabi, their mother tongue, which is their right as well."

1. YNTad fhIMRE BR1S : A9 SUFHUfd 78y, § MUd J1egy | 4991
qeR Bl g redl g b ger #2321 s Al S & Aged H WisH R
greloT, BISHRIIS felexdl Ue yHIeH 3 fefiied givterr= Hgcqul dIsi &,
9 9 9% & e Us dd I TRIF | TR Al db, wxal URAT dd 4T
TEd | AT S | ST FdgE B 8, I8 olvdol & aR H YO 81 As per the Reserve
Bank of India's master circular 3R & IS &I Uifersdl & fadE 9 every bank is
directed to have trilingual forms. fSuTfoTe B &1 B AE\T, AT YR BT B AE\T, éqd
I &, $© GIgioldd oivdel H fhdl &, FoTdH T JSiel oivdol I8! 5l 3R
Pls g VAT el B YT 2, AT RIS & HATEIH J 3T H fafvte Ul 81 Fabell § 3R
J oG IPd B I8 TNIoR I Y81 Bl S9b A1 I 941 A bl 3961 Bl e
BT 21 39PT TSI d ©, aTe o fofel 81 a1 STHeH Tdhrse 81, dl percolation is
going up to the periphery.

7t ITHHTTRT : 3T GERT FaTd sy

SHRI SANT BALBIR SINGH: "I wish to say that in our State, people are not getting
it. What are they doing regarding that?"

o STHUTIRY : J H3 SN

THE MINISTER OF FINANCE (SHRIMATI NIRMALA SITHARAMAN): Sir, | just want to
add a bit more to the hon. MoS's answer and as hon. Member Sant Balbir Singhji
comes from Punjab, | just want to say that this order and guidance given by RBI in
2015 itself, that is, of trilingual -- English, Hindi and a relevant local language -- is
being followed by most banks. Nine public sector banks have already fully complied
with it except three. |, therefore, understand where the hon. Member coming from
Punjab has a concern. The three public sector banks, which are in the process of

*English translation of the original speech delivered in Punjabi.

13



doing it are Indian Bank, Punjab National Bank and Punjab and Sind Bank. As Punjab
National Bank and Punjab and Sind Bank, probably, are more widely prevalent in
Punjab, he is expressing a genuine concern, but the work is in process. It would be
done in Punjabi.

7t IUHHTTRT : 3T GERT FaTd syl

SHRI SANT BALBIR SINGH: * "Sir, | am satisfied with the reply."

MR. DEPUTY CHAIRMAN: Thank you.

SHRI DHANANJAY BHIMRAO MAHADIK: Sir, | would like to know, through you, from
the Finance Minister as we all are aware that 80 per cent of Indian population rest in

rural India, what are the steps taken by the Government of India to provide quality
services in rural periphery of India? Thank you, Sir.

1. YT fheFRTa BRIS : A1 ST 9819, § 31ud A1e09 | 9ad &l I8
AT FATE g T ArfIor URAT H 316l | el dfdh T war e, g9 fog da
HRETSCH W U &1 10T SRR U fhairiey d& <&dm 2|

SYFHMRT HEIGY, 931 9&1 H I8 Jdd g¢ 8Y 8IdT 8 [ $a9 vl gRaT A
IB B 96.6 TRUC HANST 8l 37 TRAT H §b Bl Uaefderst ol &l TeIed, ¥ gl
& |1y I8 A1 el daredl § 6 89 99 RN &l Ul & b S| gfaefaet & aregq 9
STRNdE IMheat Tiamy AWt &l fierar 81§ I8 iR I8 919 dfc el qar
TR g [ ST "HGT=TH3i] fhar G AT 8, hddl 31 IS & A1EdH 3 81 11.5
RIS PaHT BT sHBT BrIeT et g

Heled, H g4l & A1er I8 A AT 18 g b dob b A1eqHq W 3TSlT-AeTT, I8
TS UfCHoRell Ao Bl o Bl, hisc A[erd 9rumd Al foy &t 81 § 9 &1
AT AT § b 9 folex™il & fofy A1aTS & A1edd 4 - yfegarell Sl QRN
efgaes €, 981 U= 4l AA1aTS & A1e9H A BTSRRI forex™il & forg =7 <t 9ireht €

SUGHIT HBIG Y, § I8 W1 911 A18<d g b g7 1 Ub TIhedR 3iMhaAx
3R TH do AR I8AT Bl T 8 719 3R BT | SThR I8 TITT B © [P daf
BRI SarelSi 81, BISHRIIS el 8l 3R fefoied giotaer 41 8l Agiey,
J81 IR S781 dIoll & IR N GTIT STl B

* English translation of the original speech delivered in Punjabi.
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SHRIMATI SHANTA CHHETRI: Sir, | would like to know from the hon. Minister as to
how does the Government plan to include more women in the Business
Correspondents network, considering only 10 per cent of BC workforce is female.

MR. DEPUTY CHAIRMAN: Shantaji, this question relates to regional languages in
banking sector. IfT AT H31 St 5119 <11 ATe, o 3Ib ©, Tl df 317 BIS Fdhd
2l

S1. YNTad fReFRE HIS : A1 STGHMRT 781G, §& & §RI Sl diRElrecy
BId &, SUH W H PIg (SIS 8] W&l 81 Hel 3R BIHe H | Sl 1l Helae B o,
3D S I 21 B FCH H §b ! A F I AT bl YUISe (b1 11 51 HE 1S3,
d aEl Al gfcpok Ao 8o U 4 g8 36! IRE W BH Bl ol

SHRI SUJEET KUMAR: Sir, | will certainly compliment the Government for doing quite
a bit of activities to include financial inclusion. | have a specific question. Will the
Government consider opening up more brick-and-mortar branches because banking
correspondent is good but more brick-and-mortar branches in the...

MR. DEPUTY CHAIRMAN': This question relates to regional languages in the banking
sector.

SHRI SUJEET KUMAR: It is coming. Sir, in the tribal pockets of aspirational districts
because in one of the interventions in the House, | mentioned that...

MR. DEPUTY CHAIRMAN: Mananiya Sujeet Kumarji, this question relates,
specifically, to regional languages in the banking sector.

SHRI SUJEET KUMAR: Sir, this is related...

MR. DEPUTY CHAIRMAN: If you have any question. Noj; please. Now, Question
No. 138; Dr. V. Sivadasan.

15



