Operation of Accounts by Old & Incapacitated Persons

(Reference from RBI Circular no: RBI/2015-16/59DBR No.Leg.BC. 21/09.07.006/2015-16 dated: July
1, 2015-Master Circular on Customer Service in Banks)

9.1 Facility to sick/old/incapacitated non-pension account holders

The facilities offered to pension account holders should be extended to the non-pension account holders
also who are sick / old / incapacitated and are not willing to open and operate joint accounts.

9.2 Types of sick / old / incapacitated account holders
The cases of sick / old / incapacitated account holders fall into following categories:

(&) An account holder who is too ill to sign a cheque / cannot be physically present in the bank to
withdraw money from his bank account but can put his/her thumb impression on the cheque/withdrawal
form;

(b) An account holder who is not only unable to be physically present in the bank but is also not even
able to put his/her thumb impression on the cheque/withdrawal form due to certain physical incapacity.

9.3 Operational Procedure

With a view to enabling the old / sick account holders operate their bank accounts, banks may follow
the procedure as under:-

Wherever thumb or toe impression of the sick/old/incapacitated account holder is obtained, it should be
identified by two independent withesses known to the bank, one of whom should be a responsible bank
official.

Where the customer cannot even put his / her thumb impression and also would not be able to be
physically present in the bank, a mark can be obtained on the cheque / withdrawal form which should
be identified by two independent witnesses, one of whom should be a responsible bank official.

The customer may also be asked to indicate to the bank as to who would withdraw the amount from the
bank on the basis of cheque / withdrawal form as obtained above and that person should be identified
by two independent withesses. The person who would be actually drawing the money from the bank
should be asked to furnish his signature to the bank.

9.4 Opinion of IBA in case of a person who can not sign due to loss of both hands

Opinion obtained by the Indian Banks’ Association from their consultant on the question of opening of
a bank account of a person who has lost both his hands and could not sign the cheque / withdrawal
form is as under :

“In terms of the General Clauses Act, the term “Sign” with its grammatical variations and cognate
expressions, shall with reference to a person who is unable to write his name, include “mark” with its
grammatical variations and cognate expressions. The Supreme Court has held in AIR 1950 — Supreme
Court, 265 that there must be physical contact between the person who is to sign and the signature can
be by means of a mark. This mark can be placed by the person in any manner. It could be the toe
impression, as suggested. It can be by means of mark which anybody can put on behalf of the person
who has to sign, the mark being put by an instrument which has had a physical contact with the person
who has to sign”.

10. Providing bank facilities to persons with disabilities

10.1 Guidelines framed by IBA based on the judgment of Chief Commissioner for Persons with
Disabilities



Indian Banks' Association has framed operational guidelines for implementation of its member banks
on providing banking facilities to persons with disabilities. Banks should adopt / follow the operational
guidelines meticulously.

10.2 Need for Bank Branches / ATMs to be made accessible to persons with disabilities

Banks are advised to take necessary steps to provide all existing ATMs / future ATMs with ramps so
that wheel chair users / persons with disabilities can easily access them. Care may also be taken to
make arrangements in such a way that the height of the ATMs does not create an impediment in their
use by wheelchair users. However, in cases where it is impracticable to provide such ramp facilities,
whether permanently fixed to earth or otherwise, this requirement may be dispensed with, for reasons
recorded and displayed in branches or ATMs concerned.

Banks are also to take appropriate steps, including providing of ramps at the entrance of the bank
branches, wherever feasible, so that the persons with disabilities/wheel chair users can enter bank
branches and conduct business without difficulty. Banks are advised to report the progress made in this
regard periodically to their respective Customer Service Committee of the Board and ensure
compliance.

10.3 Providing banking facilities to Visually Impaired Persons

In order to facilitate access to banking facilities by visually challenged persons, banks are advised to
offer banking facilities including cheque book facility / operation of ATM / locker, etc., to the visually
challenged as they are legally competent to contract.

In the Case No. 2791/2003, the Honourable Court of Chief Commissioner for Persons with Disabilities
had passed Orders dated September 5, 2005 which was forwarded by IBA to all the member banks
vide their circular letter dated October 20, 2005. In the above Order, the Honorable Court has instructed
that banks should offer all the banking facilities including cheque book facility, ATM facility and locker
facility to the visually challenged and also assist them in withdrawal of cash.

Further, in Paragraph 14 of the above Order, the Honorable Court has observed that visually impaired
persons cannot be denied the facility of cheque book, locker and ATM on the possibility of risk in
operating / using the said facility, as the element of risk is involved in case of other customers as well.

Banks should therefore ensure that all the banking facilities such as cheque book facility
including third party cheques, ATM facility, Net banking facility, locker facility, retail loans, credit
cards etc., are invariably offered to the visually challenged without any discrimination.

Banks may also advise their branches to render all possible assistance to the visually challenged for
availing the various banking facilities.

10.3.1 Talking ATMs with Braille keypads to facilitate use by persons with visual impairment

Banks should make all new ATMs installed from July 1, 2014 as talking ATMs with Braille keypads.
Banks should lay down a road map for converting all existing ATMs as talking ATMs with Braille keypads
and the same may be reviewed from time to time by the Customer Service Committee of the Board.

In addition to the above, magnifying glasses should also be provided in all bank branches for the use
of persons with low vision, wherever they require for carrying out banking transactions with ease. The
branches should display at a prominent place notice about the availability of magnifying glasses and
other facilities available for persons with disabilities.



