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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

Preamble

Nepali authoritative text

Y JPHATC SOOI “F”, “G” T 7" G 9o T I 1a GHATer [T TR HITIR TIHTRUTATs GEata I, JF &t
YT AS JhEg TREIAT TAHT AT THTHAT TR T b T I HHATEY ARG AT GIeBuar sTfdget
STAIHATATS GECHIT T TIGTERUTATS AT TRT6SH TXHTOT TT AT FTHERT GHIE TIagT ST TRIGH I Fier
IR TRG/TRIST &7 ATl T I U, Row¢ FT THT 08 oF Tt 7erfeh qRINT T Q@I AR S RS & |

1 Transparency

Nepali authoritative text

SIS GHITe! DTS GRET TR ST FHa-e T [WHRT afaor GRaSHIe {01 oI TSI |
TXTEd el T TQT T TUT SYSH0T, [, FHIA, TG, AT, GLSATT, BT T7& TA/TH0T TR TLHIIAT, FS T4
G SUSHUTH T GINT T TG, el ST aT TRJUL Fal@dT eI A GUse JUHT STATY RIS IS |

() QT ST, TS PTRT ST T LA T AT ST SeFep T GErtar afeiear TRorr 1T S gt iy
SUATY TS IS |

() T T U T ARG STHSRT TRISET HHAMT G (LD G, A | ST, TS SUPHIUTHT

I RT/E RIS, @I &/ 0T, TATSIE TOTT afelf, SRRIH Ham e, T HEHAT! TRS T HRATE!, aferdd
SIS/, ARG HTS oTaTer HRIATT T TTEeH Fakdbdl FATET T IS |

(1) TGl STHAT HIRITREHITE ST A el THHAT o1 Gar THaHAT TG T |

(&) Internet Banking 7T Mobile Application AT SYIT q4T AThEUT TATSGT UUC a@ qaaHET TG TS |

(8) Core Banking System AT $RITR (AT TR&ET HRITRD! I1eX0T IGC I I narration o] TS, T8 qLIATSHT ART
alpha-numeric code ATAY TXINT T T15 67 |

(%) TRTESHHTC A5 aTH~T el AT TATTGIEHIL 0T 5.7, ARG < THISAH S ITHTSTH [T T TS |

2 Use of Plain Language

Nepali authoritative text

(@) TRTEHTS ST RIS JIT THIAEL TSR T T Tl T GUGC HIETHT § RS |
(W) TRIESHET HRITRHAT [INT g HRISIEE AT HISHT ST g TIAHAT TG TS | ST SRITRET FHaefd
FHSEY ST ATSIIR SRS HIEHT AT TR TF G S |
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3 Information-Disclosure Requirements

Nepali authoritative text

(&) THYTS qXATE TR G a7 AP GLEHTROT TRTedh e Goitel I3 T TG Fod §g TS |

() GLIETEIROTAT T GRS g T G T QLR gIoaIas T/TRTS 15+ 87 |

(77) R T EHEHETET T, Ro&y TSI ART HUDT GIT ST TS, FHT TRITDHT GaTeh | ST oG T J9T LA i
HEI-THT TSI T STeTaerics TR QLT TGU® |

(&) T TAT AITET/ILRAT HTRATHIHT YA G AL QATHISIH T STEIfBI dler! Fiep aTeRoT TRESI MU |

4 Accessible / Easy Banking

Nepali authoritative text

SRS AR, STUTSIT T HIRET THUST qIEd clls JTAIT QLS &S T6s JHHT devTs Garenm el TRIS de q4T afqad
TTet AT HTISUVET THh! T &l TS | TTE, G TEHT < AT TG TGT AT TeepT GATTHAT HHATAT Tab AT T Tefw

AT HTH T FATTHT ¢ (Th) TSI ST TS TS |

SUTSITAT 9U&T qadhaiells ATM, Mobile Banking, Internet Banking SHET aftdi™ GaTeg adhd! adiel QAT TR THEH &

I+ TR ITAY TS TS |

5 Changes in Fees and Other Terms

Nepali authoritative text
TRTEHET IR SATHT AT GH T TRGT 1 AT ST Ao, TATE T ARAGLHT TRALE §aT SSTSIauaIuXIid Seerer
FHIALT TRIEHETE IHHRI TRIST IS | GRS % TYHT STHHRT TRISTU STagUTHT TSCIRgaiesT SHeme Tee ¥ &Hfs T

6 Charges for Account Operation and Closure

Nepali authoritative text

(&) @ Gielal, 3% SR ET (Good for Payment @& &), Stop Payment TRET, HISETd qXATOTRY TRET, @TAT So(aTe=/a-e
TG, GETHC GIaT, AT THH WA SIHAT TRET T e-banking ST (UG TRET TIATH/aTHad S ANTIHGT 96T Q[ i a1s
o |

(@) A @ G RIS e o o5 8+ |

(1) AT AISEITHTGT H HUDT HRUTS AISEId IH BT T AISEIT HETS Ul 8, TIATH AIS@d AT §9d didia!
AT & T A |

(&) ST o T HdTHT A[APTR TUEHTs LT AN TS IS |

() Tl I AT HRS A TRGET GIAT AN [P Ao HRSPT ST FHIT THIEHH TANPBLT &[S A Tz O |

7 Cheque Payment

Nepali authoritative text

(@) A, Ffer, T-3RST AMITHT AT SUHOTETE SHAT GIATHT THH SHAT TET TIHAT SUS0TSHT Clearing FHITT THIEHH
THH TG GIATHT SHAT /RIS U185+ B | HRITRAT 1 P AR 9T STEH TP &5 TRedhd ! FTarere A dy
IS |

(@) TTES el YU Feb FIATHT AT T QUEIT TRGT GHIT STATHT TLATqd (6H HTAT 33 1 HRUTS 9 STHAT g1 DT
& YA TRA TEH S| QAT P T THH A a8 |

() STATHT HSET AT HE AT TG 24 I U ST Tl AR THITENT 34-STTGY/BTel AT qaae
AN IR TXTE TS AT GaT & e |

8 Service Charges

Nepali authoritative text
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o TT R GHTe ST (LATE THET 5T TITHTELH | STENHT L6t qRATGa T A[ele, SR AT a[ele aoT
I &5t T HeRe |

(&) HLI AT TR (Credit Policy Guidelines) o7 g 0+ Y@ ReT Product Paper AT qRATE aT A[ele, ST HamT
el TIT I aa\ng P Wgﬂ weﬂwwml ZfJ_CI{eI S|

(@) I GRATE TRET A G [T, SR YA Ao T RATIGEIT Q[eleh TTeh STT Tt G Jeleh AT TTSST | HLSIET
FHILT GHYLOT AT ISR = qRATHE g I |

(37) STSIAUIIIE “®”, “@” T 7" TTeT d6 a7 AT THYT HLT Fardd! TRGT §aT $[e(@ aTId HLAaT: STeifdd 0.9
XA, ¢.00 AT, 2.3 % (LATATHA AR AT TP AT TS |

T, ATIGEAT [ T TATHLT g1 QAT LS AT TAIDLT b 5T AT ST Tl S[eb e STeifdas o
TATAITEHA TT Qe STTHR S a1 Q[el[@ aT FUTe! dob LA TRGT A1 Bl FATT K[l 1 I JHaHTS q1em
QAT AN 87 -

&) PSP S YHAT K[: BT QIATE HIHT R I AT P ST YRAT HTAT T[S (37) AT Seleitras ST Q[T
TeIfohaH 1T URATATEHH, R AT @@ © AT WX HLT HAT HTHT GUTS (37) AT Se[eia el T P! STeifbad Ko qRATATaHH T
< T HGT TS LT AT TTHT AT S GaT [P STebaH e qLAATEH |

) BT FATT e DL GLATE HIPT R I Y b RIRTT TRAT THATaT THAT GUTS (37) AT e[l ST el
SreIfehaH AT AT, R I &8 & TT 9 S WAL TRAT ST THHAT GUTS (37) AT Seldiaied daT ! sTerfobad
<o QIATATEHH T & T UST b R TRHAT T THHAT GUTS (37) AT SARINT AT b STeNfehad o qRATAITHHH |

TT) SITSIIARIIIIT SHYT GYR TATSRTHT (LTSN Sl 5T DLl ULATE U R RTHNR a9 T saerf qa I qZae
TR TS HLHTD T 5 AT TRISIT F[ATATHT ST R TEHHA HLATD T ST baT! T LT FATT HUDT ST IH

TATHTHT TUTS (&) AT S (AP STARbd T ¢ LA S P! Q[ T Sl GaTd Q[eleb i1 STe Giept A

B9 |

(3T) TR TATSIGTAT (LATE T TN B g HT FONENTD | TEHAAHT ST G dHd! TaiAT Scloid TSI GOTS (37) AT
SATGT T [P AT QAT SH HHATT & T FATT S[el@ A G © |

o o

(8) AT i THUTELATS U aT SIS qLATE TRET 0.0 qXATATHGT IG6! HaT §[el@ A U 87 |

2

(5) FLATHT AT JeuT TRITAT JaeIf MU TEHHAT AT ATeb 4T GHATHIT T61 HaT AT AT Fob S | HIATAT YA g1 HLTH
TAT SREPT HLHT HLSM T ST Review charge TTI 3T G 0T ATHHT el A 15+ 67 |

(3) T ST HTHT Mo STTT JTGSD ARTHHAT Y[e[@ AP AT TNb DT THT HGT TGT J[e[@ AT TTSTHT T Qe HT 2o

QAR g9 TR G e | ST ST TG IS |

() LT qXATE TRGT A QLRI AT A[eld, SR JPaTiT Qe T QATGEdT Q[T G¥, [URIIAT qT 0T afeifert
FHITLHT ST FHSHATAIHT GUEE THHT 3ol TRGIE © |

() I ToT AT THYTS TSC WHRD T BT qLATE TG ATHIT TGP EHT oA+ (AT ST e, S e 8[e(@ T
XATSGEAT &[T 0. % YA J{g HGT Jeiet i U J15+ 87 |

(3) TRTEH e HLSATHT AR AAG &R YT BT Fardrarert qRHTAT STAH TRETS! TE YR T [T oA 6 | T,
LT STHAIRT U | ST T AP TRIGH D! GIATHT B RAT TRIel IR |
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() SASTAURUII GEATe STTHAT TRIEHE LTS ST GHAT/AHTT ARG GaT A G- GLHAT T a7 a19d Ja€ar
TT/AHTIEIATS qHIT TRGUL AT & TGT g T T [ 3G T T5 67 |

SRTE0TE | SANTH TG FHTEHT HISAT G YU TRET a7 ST GATaRd TRET a7 91 AT GTIeal Aia- Ael@ HLa
AT HGL A [P WGl Tel g TR ST TA U5 8 | THEL &Il Fe[aTeeh a19d A5 A[ele, ST e TTd g
TFEe A A[A@eg 94T RETIdHd - Hel el g TRI A U151 877 |

T Sl IHID ATIATIC g 9 SRR ISP GHITEHT . R TG &l TH IHHD| 34 HeA RS SIS FHIE d& a7
R ST ST TGHELHT dl P A[ele i q15+ 87 |

(B) TGP STHEAT TR ST TR TR ST &o TAATHGT B3 IO H SN TRAT HH g THHAT AR AT Glel
RARIGETT [l A FFAS (ST, STETHT 3% QATAd ATqE SUFNT Rt 9T ITHRT ARET < [ATITHT A RATIGET
) | T, ST et Aeteh SRR JAAT A TTg B | STIeIfF FIShT 5T Alae BT GIATHTET HH SUANT TR
STEHATAT STIRT TR THHAT A THUCHHT AT URATIGEIT el A TS |

(1) T. o ATGHHIDT TIATHAT HTIH 9T JTGD [WHRSD! BT HHAT! TET SR YHA! P TR 87 | Y GATeaT dei!
HYLSTDT GhHT BT ARl TG AP UPT AT dT JATIET &U/TX AT T BT FTet ST b qT (T ST LI
AT TRAT SR a1 TR 19T G SIS [l A a1 87 |

() RIS SISATDT GHHT B SATRTD T T@T FUTNT TR THSAATHT Se[elRaTd TSI HTIAHT ST ARA6g RS Fgaal |
B Y (oY o W Y (e Wil Y [}

IRT et THTALHT JAHT YU/IRTT TRPT HRUTS! F0THet SIS S JUHT AT T AT TIHaT SH HHATT aTad ot

HIATHDT [P A U 87 |

9 Grievance Handling

Nepali authoritative text

(&) TRTEHETC YT AR/SIL FATE TR SRifq@ GHeE-e 3 a1 afquia Gt ghe T IAr/SSe T SHTee! anT |
HHATCS GTE PR ITHAT TS |

(@) FINTENTS Tt g T “GIT T4 AT YT SHD” FATT 7 RS qagATIes a1 FHaT Areifet srerferitens qamat
g iRl dieg T | Tferiie! T, 08, GBI, TS T $Hd JqaIseH! ST HRMHT TG IS |

(1) STHRATS ATET GIATESHT AT eCATSAHATD | JIIGAT TG TS |

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

(3) TRTES e AT GIATS THIEN TR TG TS ARLIRIIAS T TGHT Al JTHIFCH STTHRHT TG TS,
qETe TATET EHETEA g 81 61 §ad STy TS IS |

(=) ORI TATET T ARG TYETSE STIHET 0.2 THIN GHS QUATEHT cpreporting@nrb.org.np AT 43137 TS,

BT QU AT T THE! AUUTHT STaEeT SREAREH JUHT 2% SR axaefa afsmmr dar 78 arufe QafdeT i
T TR TS |

10 Financial Literacy

Nepali authoritative text

(&) THYTe! SEAT HRIGIHGLAT AT FTHTAT GHIE HRIATIHA ST TAHT FATIAT TR TS |

(%) TRet GIQT T AT HelT G ferTenT ST SLFETERUTCTs G TS TTHT Y TS |

(1) afiee e srfdget I afqea QuTeiens gge Tt ETeieT aN{iTa qel FerTegars QUesiedl iy s |

(&) UTeT T Fepare ST AT FIREIAT ARITGLATT, 0\98 AN TR ARG T STIHAT 3 STTHRT 0T ¥ T IS |

11 Confidentiality and Data Protection
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Nepali authoritative text

(&) TEHET AT PRI TET e T JATAHTIG GETELe ! T ST TG TS | ATH, T, JIT FfaoT, FRIAR
T 37T STHE /S eIad qaeadiens & g Yo Gy TEg 1o |

(@) I ST ST RUIT ATHT a1 GHATATS JIR0T ST TRIS U STTGYTHT T8 qIaHT aTel JLaTIeh AT
B |

12 24x7 Call Centre / Audio Notice Board

Nepali authoritative text

o T AT ST TP s qLET T a7 GHaE STaRT 24x7 Call Centre T Audio Notice Board T §9d SUeTgel
TRISY IS | THA! §aT SUAGY TRITSTIS TRIGHT G B [l o ars 8+ |

13 Website

Nepali authoritative text

o TT AR GHeTe STHRRY (T ST dT8Tse TEg IS | ITHSCHRE GRASHIS g1 QI TaTel HIST §93d
ST T e 7 IS |

14 Third-Party Charges on Long-Term Credit

Nepali authoritative text

T JLIHGT TG Jeparit sTqerl et ST eifds YS! §eHT LT QLaTs TATATd, THI TRTelTs TRAuLT Ae(@ dTod 3Td & Ul
SIS TS BT |

15 No Service without Customer Consent

Nepali authoritative text

o TT AR GHTe Teaiw! JUHT TIEH | STIHA! 1T g1 U1 YRR A o ST RIS dT Aol A I 87 |
TG STTAAT 1T ST TRITHT EGT ATI [ ATIHT T Q[T Lo GIATA &7 TR e GIATHT SHAT TG TS |
16 Verification of Bank Guarantees

Nepali authoritative text

SR S T T TgTel ST TReT b SHMT (Bank Guarantee) &t Verification STTEAT dq@Tse/TRE AR

ATATA

TR & qIHYT T A |

17 Repeal and Saving

Nepali authoritative text

(2) Thlard AR, R0¢? F FAT YoTeh THITE 5.9, AR . Ro/o¢? TUT FIYAAT AT Ro¢ AT  GHH TR HIHT T8
IS FEETT GHYLOT WRIUqEEg TR RIS © |
() SUeT (2) THINR TR TRIGHT TR T RTINS 9T RET HTH HRATE! T8 TRIAFTIA S 9T R A |

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

Source Image: image169.png

Nepali authoritative text

1. L H.

2. AT/ i
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3. &l TEAT
4. GAETET HYHT HEAT

5. FHTET g da! ST

Rows

1. g Fepfem e

2. GIATET THIET T

3. 3T (@, YT FHE-(E afavored)

4. LT FHIT

5. I g FHaET
6. ITRTOT GHEET

7. afealt af+ia gE=en
8. &1feiT ITHHOT FHIE
9. 37T T FHITER

Human Review Required: True
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Source and disclaimer
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advice. Original Nepali text is authoritative. English is a controlled facilitative translation and is not an official Nepal Rastra
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