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Directive 20: Provisions Relating to Financial Consumer
Protection and Financial Literacy

SOURCE-GAP REFERENCE - NOT A COMPLETE DIRECTIVE
Circular No. 14 (A/B/C), FY 2082/83: Accessibility rewrite recorded; exact circular wording not reproduced.

Missing material has not been invented, reconstructed, translated or fetched.

Classification: PASS WITH EXPLICIT SOURCE GAP
Source document: NRB_Unified_Directives_2082_Bilingual_Compiled_Directives_1-21.docx
Legal Status: Original Nepali source text prevails.

Nepali authoritative text

oS oS

T TXTED GLDHTUT TAT AT AT FHIE THTHAT

AY AY

Controlled English translation

Provisions Relating to Financial Consumer Protection and Financial Literacy

Preamble

Nepali authoritative text

Y JPHATC FSSMIGRYT “F”, “G” T 7" G 9o qT a1 GHATer QT T HITTR TIHTRUTTs GEata I, dF &t
AT AS YhEg TREIAT TAHT AT THTHAT TR T b T I HHATEY ARG AT JIeBuar sTfdget
STAIHATATS GUCHIT T TIGTERUTATS, AT TRT6SH TXHTUT TT AT FTHERT GHIE THaET ST TRIGH I Fier
TR TRG/TRIS &7 ATt T I U, Row¢ FT THT 908 oF Tt Terfeh qRIANT T QETIehT AR ST RS & |

Controlled English translation

Considering the need to inform the public about services provided by Class “A”, “B” and “C” banks and financial institutions
licensed by this Bank, to ensure transparent charging of fees for such services, and to enhance financial literacy through
banks and financial institutions, the following directives on financial consumer protection and financial literacy are issued in
exercise of the authority conferred by Section 79 of the Nepal Rastra Bank Act, 2058.

1 Transparency

Nepali authoritative text

SIS GEHTe! TP ATs GG TR ST FHIE T QPR A0 GRS THHT FHN TSI |
TG T QT aT TT SUBLT, S[el, HHIA, TIATSIEL, ST, SIS, BT 7@ TLH/TANBL0T TRA QLT RS a4
G IUHIUTHT qTINT T TG, TG et ST TIIRT T dT NI Ii6d FUue AT STATe TS G IS |
(@) AT EaT, G HRT TTAT T4T HIS T IS SUPLUTIATAL B GIHE T A AR T ST g7 T
ERCECKINER Gt

(@) T T GUYC {THHT ARG STHIRT TRISET HHAMT G (RHRT G, JAFH ! SR, TS IUHIUTHT

I RIT/A RIS, @I TG/ 0T, JATSIG O e, SR YadTT (e, GHEH YaHdHl RS SRATe!, aferid
STl /SRIATT/EESTT, ARG HTE FoTaTer HRIATTT L 6 Gl FAEET T IS |

(1) TGl SHAT SRITRGHITET STABIT - 8[eld TTHT A Fobd TITHAT T IS |

(&) Internet Banking @I Mobile Application T ST 74T Afa8ue! TS HINC a@ g -G IHS |
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(8) Core Banking System ¥ $RITR [AMNE TRET HRITRES! IF0T GUHE JeH TR narration SE RAS; T qRIATSHT AT
alpha-numeric code AT QINT TR U8 B |
() TREHATC oAz FrIT ol T TATSEITATL! TAT0T 5.9, TR 2% FHISIH SF ITHSTH LTI TG TS |

Controlled English translation

A licensed institution shall publicly disclose all material information relating to services provided to customers. Information
shall clearly cover services and instruments, fees, commissions, interest rates, penalties, charges for delayed payment,
account closure/renewal procedures, cards and electronic instruments, associated risks and precautions to be taken by the
customer.

(a) Information on financial services, all types of accounts and credit, and financial instruments shall be made available so
as to support sound financial decisions.

(b) Written information in simple and clear language shall at least cover account types, basis of charges, procedures for
banking instruments, account closure/renewal, method of interest calculation, prepayment charges, consequences of
non-payment on time, late fees/penalties, electronic-card procedures and customer precautions.

(c) Customers shall be able to obtain information relating to their transactions free of charge.

(d) Lending and deposit interest rates shall be clearly displayed in Internet Banking and Mobile Applications.

(e) When a transaction is entered in the Core Banking System, the narration shall clearly describe the transaction;
alpha-numeric codes alone shall not be used for this purpose.

(f) Details of fees and interest rates charged to customers shall be published on the institution’s website in accordance with
Directive No. 15.

2 Use of Plain Language

Nepali authoritative text

(&) TGS S TRIS HaT FHITET AHSH N AT FaT Tl T GUYS |G §F TS |

() BT HRITRAT (LI gt PITSITAES Tl HISHAT STAGY g TIIET TRG TS | S aUe 4 RIS GHe-e
PITIIGE STIRFHASIHN SRS HTIHT FAT TIR T FH S |

Controlled English translation

(a) Information or notices relating to services made available to customers shall use simple and clear language.
(b) Documents used in transactions with customers shall be made available in Nepali. Documents relating to international
transactions may also be prepared in English as necessary.

3 Information-Disclosure Requirements

Nepali authoritative text

() HEATC! TRATE TR ForTT T AT FLETENRT Tehed Fstiet JT T UGT Fard §3 I |

(@) TLIETEOTAT T GRS g T g1 O Qe Iap | gIo[aITasT TL/TRIS U1s 67 |

(T1) GETT GHGHITEN U, R0&y THISH AT HUHT GaT STATE TS, AN TRIUSHT o STeiferg TE qe1 Qe ar
Tl QTSP AT STeaTTerer T qTepTar TRGIAS |

(&) T T ATET/GLRT PTLATCTIHT GeAThT g aHAE QTSI T STeITbTL devt HiehT afeRoT ARESI% IRJU® |

Controlled English translation

(a) Information disseminated by the institution shall be easy for the general public/customer to understand and read.

(b) No advertisement that may mislead the public shall be made.

(c) Information requested under the Right to Information Act, 2064 shall be provided, records of requests maintained, and
the information required by the Act updated and published every three months.

(d) Information Officers shall be designated at the head office and relevant branch/provincial offices in accordance with the
Right to Information Act and their details made public.
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4 Accessible / Easy Banking

Nepali authoritative text

SRS AR, STUTEAT T THER THUST GRS AT QT afs Test JuHT dbTE garen Sueee 1 3 aor afqaa
TYTet AT HTISUET THb! a7 & TS | TTE, G TET < AT TG TGT AT TeepT GATTHAT HHATHT Tab AT T Tefes
FYETE qeT T ¢ (T) T STl T 1S g 0is |

SUTSITAT 9U&T qadhaiells ATM, Mobile Banking, Internet Banking SHET aftdi™ GaTeg o Hadiel QAT TR THEH &

I+ TR ITAY TS TS |

Controlled English translation

Banks and financial institutions shall give special priority to senior citizens, persons with disabilities and illiterate persons
and provide easy banking facilities through designated special counters. In a Local Level where the institution has five or
more branches, at least one branch, and where ATMs are operated, at least one ATM, shall be made accessible to persons
with disabilities.

Financial services such as ATM, Mobile Banking and Internet Banking shall be made available to persons with disabilities
in a manner ensuring that the person can independently use the service.

5 Changes in Fees and Other Terms

Nepali authoritative text
TRTEHET IR SATHT SANTT GHS T TRGT 1 AT SAA AT A[ele, TATE T ARAGLHT TR §aT SSTSIaueyuXIad Seerrer
FHIALT TRIEHTE IHHRI TRIST IS | GRS % TYHT STHHRT TRISTU STagYTHT TNCIRgaiesT THeme Tee ¥ &Hfs T

Controlled English translation

Where fees, interest rates or terms stated in an agreement for a financial service change, the licensed institution shall
inform the concerned customer. Where public notice is required, a national-level institution shall publish through a national
daily and a regional-level institution through a regional/district-level newspaper.

6 Charges for Account Operation and Closure

Nepali authoritative text

(&) ST T, 3% ST IRET (Good for Payment 2 ), Stop Payment TIRGET, HISGTd QEATOTR TRET, ETT HoTaTel/a-E
TG, GETHAC aIaT, AT TohH WTTHT SFAT GET T e-banking ST (UG TRET TIAH/aTaaie aRTAH-G] 96l e o q1s+
B |

(@) TR @ T TRISET e af a5 6 |

(1) TIATH AISETTHART 3 HIHT HRTS FISEIT 1A BT T HISEIT TCTS UTe 8, TIATH HISEIT ThHHAT GHd 1 3]
TS & T A |

(51) SULIHRT AT AT AAHIR TEPATS I BN TS TS |

() AuTelt eI ITGI B ST TET YHT A1 eleb Teeh HSh!T Saerl FHIT THIFHH TANH0T eleb A1+ T B+ |

Controlled English translation

(a) Charges for account opening, cheque issuance (including Good for Payment cheques), Stop Payment, balance
certification, account operation/closure, statements, special deposits and e-banking services shall not exceed the
minimum/actual cost permitted by the source.

(b) No fee shall be charged to reactivate a dormant account.

(c) An account balance shall not be reduced merely because it falls below the minimum balance; prescribed interest shall
also be provided on the minimum-balance amount.

(d) Customers shall be informed in advance of charges for services other than those stated above.

(e) For an electronic card issued in Nepali currency, no renewal charge shall be collected until the card’s validity expires,
apart from the initial issuance charge.
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7 Cheque Payment

Nepali authoritative text

(&) 24P, FTel, T-3RST HTITST T SUPBIVTATE SHAT STATHT T H STHAT TRGT T SUBIUTHT Clearing FHITT THIEHH

T TS| WA STHAT TRA/ARTST U5 8 | HRITRAT G A[el AN HY SFRIH TSR &15 TRI6HH | TETE AL o

TS |

() TGB! GUIT 4 ST STHAT T (T TRET GHEE T ST IaTqd ThH HTAT 3T 351 HRUTS 34 SHAT g1 9]

o QYA T TGP TTETE Aol T T dl a5+ 67 |

(1) TTATHT HSETT TRATIT A P! Tg 2 [T HUSP ! STaHITAT U 1ad TReA | FHIAEIT e -3TTaY/@Tel g aaqaT
AR TSNS AT o G uis |

Controlled English translation

(a) Where a cheque, bill, pay order or other financial instrument is deposited into an account, the amount shall not be
credited before completion of Clearing. Any applicable charge shall be disclosed in advance and debited only from the
customer’s account.

(b) Where a customer presents a cheque for deposit and sufficient funds exist in the relevant account, no fee or amount
shall be charged to the presenting customer merely because the cheque cannot be credited for another reason.

(c) Where a cheque presented for payment is not paid despite sufficient balance, the applicable
cheque-dishonour/blacklisting provisions of the Unified Directives shall be followed and the customer informed in writing.

8 Service Charges

Nepali authoritative text

o TT AR GHTe! ST [LATE TRGT Qa1 TATHATELH | STENTHT 6T [T ST [, SR a1 el T

QXA &[el ol Gaie |

T, 3T FG&a THIe! LIfRIHT Sl UXATE TRGT Gt U= i [ of 1+ qrg= 67 |

(@) ST T AR&aTT (Credit Policy Guidelines) T8IT g 0+ Q@ RaT Product Paper AT qRATTEI T &[e(e, SWXH YHAm!
I T AT Qe T TITHH FITE THAT ST I © |

(@) YT QLTS THET A ST A[ele, SR AT Ae(d T AT Aol STodh 3T T U1 A[eld ol JTS=16 T | FHLSET
A Y \gﬁ \33: Y ﬁ' AY AY -g'q- A I

(37) SSTSIAUIIE “®”, “T” T 7" TTDT db q4T AT GHYTS P eI TRGT a7 J[e[@ AT HLAAT: ST 0. 9%
XA, 2.00 AT, 2.3% (LARTEHA AT T AP oA+ TS |

T, ANIGEAT [T T TATHIT g QLA onT PHYSHT AT TAIHIT b 5T AT ST TaT [l ep! STeifdas o
RATAITEHH TAT QG STTHR SR T el aT FUTe! o QRA TRET A AT FATT [l A IF JHIHTH aqTem
qITCHT AA 87 -

) PHT SR SRAT LeTe: FIS TAE DT 2 T R HIAPT SR JRAH A GOLS (31) A TG Fel et
ST aTd ATAaEHA, R I e@! & I HGT HLT FabdT HIAT GUTS (37) AT e[ ST @b STerfardd o qLATATETH T
< I HGT TS BT HAT AT AT ARG GaT AT STefaad e qIATAITEH |

) HLT FATT P HLT UXATE HUHT R TR 9T I IR TRAT TR T IHHAT GUTS (37) AT Se[eAaied a et
ST AT (RATATAEHA, R I a6 & I A T GIALET TRAT THANT THHAT GUTS (37) AT Ie[eaicd 4aT [el@ ! et
o QIATATEAH T & T TST 5o G TRAT TR ITHHAT GUTS (37) AT ST JT (b STeIfehad 0 qATAaTHH |

) ST HEATe FYR TATTEGIHT (LTSI HLATDT g HT BT GLaTE HUSHT R TR 74T Y et Ye T @
TR RS HLATPT 5 HT TSI FoTaATCTHT ST R ITGHH PHLATD T ST AT T LT GATT T STTGYTHT T
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TITHATH TUTS (&) AT SelcAael A[eb e STAR b &7 ¢ QAT ST T Q[ aT Sl GaTT A[eleh fT STe Qiept A
B |

(3 GYR TATSIGTHAT [ATE HUHT Tael (S HILTD T AT FONETD T TEAIHT DLl Gaad! LA Se[old HUIH IS UTs (37) A7

ST T P AT TATAIT SR YaHdT Q[e(@ a7 FaTT o i Gh © |

(3) TIARE T THATELATS AU I P TLATE TRET ©.%0 qXAATHGT T6! ol [ of 1+ I8 87 |

(8) HLSTRT HAT et RITAT gaerf MU ThaHT AT A Uant AATHRIT 61 e Aeld ol Geb S | HIGEIHT YR g TETT
TT SIS Tl ST HLTD T ST Review charge TRTIT ST Gt T RITHHT & o1 U151 B |

(3) T STeIg HUHT Ao ST JTGD ARTHHAT Y[el@ AP AT TIB DT THT HGT TGT J[el@ AT TTSTHT TY Q@ 2o
QAT &9 T TRIGS T GIATHT STHAT TG TS |

(T7) LI TLETE TRET AT [RITED ST oA, SR EHaTT el T ATIGET e &, [LHIIT qeT 0T aferfest
T L ST GITE T IS TR S |

(&) S ToT AT HHATS USC PR LA UTATE TRGT ATHIT TUGHLNT A QLA FT A[eleh, SRR JPamiT el T
TRATIGEIT Q@ HT . QAT TG W&T TG Tel Ba IR T 6 |

(S) TGSl FLIATHT AT TG &I T[T LT Faard o LIAT STRAH TREHT I8@d [RATEID JaT 3[el@ o G 16 | T,

(&) ST HHATe! STHAT TEPHELATS ST GHIT/A(BTT ARG GaT o1 G GLHHT Y T a19e TaEam
TEY/APTIELATS qEP@ TLII AT Gl 961 g T ST Q[eld ST 7 a8+ O |

IEIEOTH T AT TG THIEHAT ST FaT (YT TRET T BT G Galdd TGl a7 §1 AT Geleal dis S[e(@ HIeT
AT PIGLel A I HGT TGl g TR 3G A U157 87 | TG & AATSH a19d Als 1 J[ele, ST $[eld Tad gt
TRE A [ePey ST (LGTIHe Al &1 T6T g L of(+1 aTe 1 &+ |

T SRS ATLTHAIC g AP HATRISDHT TGHIEAT 3, R A HGT HH IHD! A4 FARIS HRITHAT T Teb o
AR SETe! ST TUGPELENT &1 P IUTHD ! Ael@ ArT gTe O |

(8) TTESel SMEAT Gl BT HIHTDT TR TS ST &o [LAINTHGT HH ThH STANT TRAT HH g1 THHAT AT AT Glet
IRATIGEIT & i TehS (S, STHAHT 2% AT AT STANT TRPT 9T STHNT TRPT ¢ GLATITHT AT GLATSGET [P
M) | T, STTHAT SeldARaeT A[eleb ST THAT A1 U181 8 | S BT 5T YAIdhd DL HIHATHAGT HH ITANT TRep
STEGATHT SUFRT AR THHHAT AT THUCH BT AT YLATIGET J[el@ AT FH e |

(I 3. «o TGB! HHATHT HTIH DT TGP [HRPT BT AT TRGT SHH FHAT P AR 87 | T FHTHE Jeiht
HLATD AT BT A [QToh T T AP AT dT JATSIGT JU/TTT HUPT HROT FUTet 3P b TT IS GHATAT BT
HHAT TRAT S AT R 19T G} HIYTHeb AP of 1+ qT51 67 |

(37) TS SIS G HT BN A 1QToh T S FUNENT TRIU T FHHATAHT ST JATIGT ISP 3T AR, FOD ! Ggoa
ST et TBALSHT AT &0/ R RIS F0TIer BT ST JTHT GebdT T ATeHT TIHaT ST BT arad &t
HIATHRT el A a8 |

Controlled English translation

Banks and financial institutions may charge administrative service fees, prepayment charges and commitment fees when
extending credit, subject to the following provisions.
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However, no fee of any kind shall be charged when credit is extended against the institution’s own fixed-deposit receipt.

(a) The Credit Policy Guidelines and any type of Product Paper shall clearly state the provisions relating to administrative
service fees, prepayment charges and commitment fees.

(b) No fee other than the service fee, prepayment charge and commitment fee charged when extending credit shall be
collected. All costs relating to the credit shall be reflected in the interest rate.

(A) Class “A”, “B” and “C” licensed banks and financial institutions may, when approving credit, charge service fees of not
more than 0.75 percent, 1.00 percent and 1.25 percent respectively.

However, in the case of a commitment fee and the renewal fee charged on renewable credit, nothing in this provision shall
prevent charging up to 20 percent of the above service fee and, as follows, a prepayment charge or a loan-swap charge
where the borrower changes banks:

(a) Prepayment charge: where credit is prepaid within two years after disbursement, up to 100 percent of the service fee
referred to in paragraph (A); where the credit is repaid between two and five years, up to 50 percent of that service fee; and
where it is repaid after five years, up to 20 percent of that service fee.

(b) Loan-swap charge: where the borrower changes banks within two years after disbursement, up to 100 percent of the
service fee referred to in paragraph (A) on the outstanding amount; where the borrower changes banks between two and
five years, up to 50 percent; and where the borrower changes banks after five years, up to 20 percent.

(c) In the case of credit extended at a fixed interest rate, where the credit is prepaid or swapped within two years after
disbursement, and in the case of project credit extended with a grace period, where the credit is prepaid or swapped within
two years after the project comes into operation, nothing in this provision shall prevent charging, in addition to the charge
referred to in paragraph (a), an additional prepayment charge or loan-swap charge of 1 percent.

(B) In the case of term credit extended at a fixed interest rate, with the borrower’s consent, a prepayment charge or swap
charge equal to 100 percent of the service fee referred to in paragraph (A) may be charged as stated in the credit approval

letter.

(C) A service fee exceeding 0.50 percent shall not be charged when extending deprived-sector credit to a microfinance

financial institution.
(D) Where a credit limit is increased, a service fee may be charged only on the increased amount and only within the
prescribed limit. For medium- and long-term credit repayable in instalments, no fee shall be charged during the credit

period under any heading such as Review Charge.

(E) Where a fee is collected under any heading other than those stated above, or above the prescribed limit, the amount of
such fee plus an additional 10 percent shall be credited to the customer’s account.

(c) The credit agreement shall clearly state the rates, procedures and calculation methods relating to the administrative

service fee, prepayment charge and commitment fee charged when extending credit.

(d) When a bank or financial institution extends the same type of credit, the difference among the administrative service
fee, prepayment charge and commitment fee charged to different customers shall not exceed 0.25 percentage point.

(e) An administrative service fee may be charged when the credit-approval process commences after a customer submits
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a credit application. However, where the credit is rejected, that fee shall be refunded to the customer’s account.

(f) Where a licensed institution causes its customer to obtain a service through another institution/body, it shall not collect
from the customer a service fee exceeding the cost payable to that institution/body for the service.

For example, the fee collected for obtaining credit information, listing a customer on the blacklist or removing the customer
from the blacklist shall not exceed the fee charged by the Credit Information Centre. Likewise, charges for collateral
valuation, insurance and other third-party services shall not exceed the amount charged by the service provider.

However, for cheque-clearing transactions through electronic means involving a cheque amount of less than NPR
200,000, the concerned bank or financial institution shall not charge its customer any fee.

(g) Where a customer uses, on an annual average basis, less than 60 percent of the approved credit limit, a commitment
fee at a specified rate may be charged only on the shortfall (for example, where only 35 percent is used on average, the
commitment fee may be charged only on the unused 25 percent). Such fee shall not be collected in advance. In the case of
term credit, where the approved credit limit is underutilised, a commitment fee may be charged once only on the unused
amount.

(h) No prepayment charge shall apply when repaying any type of credit within a limit of NPR 5 million. For credit above that
limit, where the borrower repays the credit to another bank or financial institution because a condition or interest rate
specified when the credit was taken has been added to or changed, no fee shall be charged for such prepayment.

(i) In the case of project credit, where the bank unilaterally adds to or changes the interest rate or other terms stated in the
agreement entered into when the credit was taken without the borrower’s consent, and the borrower wishes to repay the
credit early for that reason, no fee of any kind shall be charged for such prepayment.

9 Grievance Handling

Nepali authoritative text

(&) TGS aTC QYT TATE /3L FATE TR eRiqd SHa-gd 5 a1 aiidig Sgame! g1 T A/ GATeHT AT
HEAT! G FHRTD ! I TS |

() YRGS et g1 T “FET a7 AT IaTs SHo” GYTIT T XS JIaeTe a7 reeial AreifebT sterfeiiens Imat
I STefhT Tieng T® | STeIfbIiie! AW, UG, ®I, HidTsd ¥ $9d d98Iscd! ST M 18] I |

(1) SUNTRTTRT ATH! GIATE BT AT BT eATETHATD | TIITHAT T TS |

() T T T THATHT FHGRATe! GHITEN AT GgT T3 AUTel THET b T TATET TRTH gunaso.nrb.org.np HT Al
ATETZCH TG TS |

(3) TG AT GIaTs THaET T qHaET 18 T TR0 T TGS dih JqaIscH! SR TS TAS; T
TEATC T[T GHITE g 81 | T3 IUAY T3] IS |

(=) ORI TATET T ARG TYETSeE STIHET 0.2 THINH GIHE qQLATGHT cpreporting@nrb.org.np AT U313 TS,

TG QUG AT T THS! ARUUTHRT STaEeT SREARE JUHT 2% SR awaef afsmmr dar 7 arufe RafdeT i
T TR TS |

Controlled English translation

(a) The concerned bank or financial institution shall be responsible for resolving complaints/grievances received from
customers and shall maintain a separate facility for complaint handling.

(b) A “Information and Grievance Hearing Desk” shall be established for convenient customer access, and a senior
manager or higher officer designated as the grievance officer. The officer's name, designation, telephone, mobile number
and email shall appear prominently on the website.

(c) A hotline shall also be maintained for consumer grievance handling.

(d) The institution’s website shall contain a link to Nepal Rastra Bank’s grievance portal, gunaso.nrb.org.np.

(e) A policy on customer grievance handling shall be prepared and implemented, with a prominent website link and
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information on the level responsible for resolving complaints.
(f) Statistics on complaints received and resolved shall be sent each quarter in the format of Schedule 20.1 to
cpreporting@nrb.org.np; the status of complaints and resolution shall also be submitted half-yearly within 15 days to the

concerned department and disclosed in the annual report.

10 Financial Literacy

Nepali authoritative text

(@) TEATer ST HFRIAGIHGHT AT FTREAT FHITET HRIAB SR JqHT FHIET T TS |

(@) Soet QR T AT Ha GaATEenT FHET TRTHTEMRVTCS GEATT RIS AT TR T |

(1) afi e srfdge I afqea RuTeiens gge Tt TTeleaT aI{eITa qeT FeTegaTs QeRfhdT &y o |

(&) TSl T FpaTe S AR FIREIAT ARITGLAT, 0\98 AL T ARITGLATD | STIHAT 3 STTARDT JIa0T U T 0o |

Controlled English translation

(a) Financial-literacy programmes shall be mandatorily included in the institution’s programmes.

(b) Arrangements shall be made to inform the public about the financial services and facilities provided.

(c) Priority shall be given to advertisements and information that enhance financial literacy and strengthen the financial
system.

(d) The Financial Literacy Guidelines, 2079 issued by Nepal Rastra Bank shall be implemented and the statement
prescribed in Schedule 3 of those Guidelines submitted.

11 Confidentiality and Data Protection

Nepali authoritative text

(&) TEHET AT PRITR TET TG JATTHAND GaTeLd ! MU ST TG TS | T, ST, FTdT Ja0T, SRR
T 377 STE /S Tead qaeadiens & g Yo YLy IEg 1o |

() QT SIS SR BT T THATATS T ST TRISTIR ST G TG ITe G A
B |

Controlled English translation

(a) In carrying out financial transactions with customers, confidentiality of customers’ business information shall be
maintained. Names, addresses, account information, transactions and other information that should not be disclosed to
unrelated/unauthorised persons shall be protected.

(b) Nothing in this provision prevents disclosure to an authority or institution legally entitled to receive the information.

12 24x7 Call Centre / Audio Notice Board

Nepali authoritative text

o TT AT GHUTS eSS M T JaT GHEET ISR 24x7 Call Centre T Audio Notice Board ST §#d 3USeS
TS TS | THAT T SUATE TRITATIT TG Bl b iHepT S[ele ofi q15+ 87 |
Controlled English translation

Banks and financial institutions shall also make information relating to customer services available through a 24x7 Call
Centre or Audio Notice Board. No fee shall be charged to customers for such service.

13 Website

Nepali authoritative text
o TT AR GHeTe SRR (T ST d9ETse TEg IS | ITHSCHRET GRASHIG g1 QI TaTel HIST §9d
RUSERIERUSECEERIRIw el

Controlled English translation
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A bank or financial institution shall mandatorily maintain its own website. Materials made public through the website shall
also be made available in Nepali.

14 Third-Party Charges on Long-Term Credit

Nepali authoritative text

T IEHET 6! T STaerf WUehT Tarerics ST T G HT P GLATE YRTAT T ThFeTs dRIUT P qTed 31T 1 a1
S[el@ A T 87 |

Controlled English translation

For term credit with a repayment period exceeding one year, after disbursement no charge shall be collected other than
charges payable to a third party.

15 No Service without Customer Consent

Nepali authoritative text

o qT AR GETe! ThalW! JUHT TG STIAAT ST ot 011 YLP R I GalT SUATY TS aT [ i TS+ 6 |
TGP STIAAT 1T SUSTE TRITHT T ATI [l ATIHT T J[e[@HT Lo GIATAT &7 TR e GIATHT SHAT TG TS |
Controlled English translation

A bank or financial institution shall not unilaterally provide any financial service or charge a fee without the customer’s
consent. If a fee is charged for a service provided without consent, the fee shall be refunded to the customer’s account
together with an additional 10 percent.

16 Verification of Bank Guarantees

Nepali authoritative text

FTSIAUARIIIY S T AT ST ST TRepT e ST (Bank Guarantee) &1 Verification STEAT de¥Tse/TREd ARG
T T qIaHET T S |
Controlled English translation

A licensed bank or financial institution shall make arrangements so that a Bank Guarantee issued by it can be verified
through its website/portal.

17 Repeal and Saving

Nepali authoritative text

(2) THIHT AR, Ro¢? HT T TP FHIAEN 5.7 TRIAT 7. Re/0¢? T YA AT Ro¢R ATH  FHHA AT HIHT T&
IS FEETT GHYLOT WRIUqEEg TR RIS © |
() SUeT (2) THINR TR TRIGHT TR T RIGIHAIS 9T R ST HRATE! T8 TRIAFTIASH 9T R A |

Controlled English translation

(1) Directive No. 20/081 of the Unified Directives, 2081 relating to service charges and all circulars relating to the same
subject issued thereafter up to Magh 2, 2082 are repealed.

(2) Acts and actions taken pursuant to the directives and circulars repealed under sub-clause (1) shall be deemed to have
been taken pursuant to this Directive.

Schedules 20.1: Statement Relating to Resolution of Complaints/Grievances Received
by Bank/Financial Institution

Source Image: image169.png

Nepali authoritative text
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1. L H.

2. TR S afireT

3. Tt G

4. GHTETT DT TG

5. GHTEI g dio! ae
Controlled English translation

1.SN.

2. Description of Complaint/Grievance
3. Total Number

4. Number Resolved

5. Number Pending

Rows

1. AT FeRET et

2. GTARAT FHILT Qe

3. 37 (@7, AT FHEEt afaorasia)
4, BT FHIET

5. depfeTT gy TN

6. ARTOT GHEET

7. gfeai affie wEe

8. erfeiT GITHHOT FHIE

9. ST T FHITER

Human Review Required: True

C.M. & Associates | Reference Copy | cma.com.np Page 12



Source and disclaimer

This material is provided for information and reference only and does not constitute legal, regulatory, tax or professional
advice. Original Nepali text is authoritative. English is a controlled facilitative translation and is not an official Nepal Rastra
Bank translation. In case of inconsistency, ambiguity or difference, the official Nepali Directive and applicable Nepal Rastra
Bank circulars prevail. C.M. & Associates is not affiliated with, approved by or endorsed by Nepal Rastra Bank.
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