
CONTENTS

PAGE

Foreword I-3

Recommended Reading I-5

Syllabus I-7

Chapter-Heads I-13

MODULE A : GENERAL BANKING

CHAPTER 1
STRUCTURE OF INDIAN BANKING AND TYPES OF BANKS

1.1 Objectives 5
1.2 Introduction 5
1.3 Need for Banking Services 6
1.4 Meaning of a Bank 6
1.5 Structure of Indian Banking System 8
1.6 Functions of Banks 12
1.7 Regulation and Supervision of Banking in India 17
1.8 Recent Trends in Banking 18
1.9 Let Us Sum Up 20
1.10 Key Words 20
1.11 Check Your Progress 22
1.12 Answers to Check Your Progress 23

I-15



I-16

PAGE

CHAPTER 2
VARIOUS DEPOSIT SCHEMES AND OTHER SERVICES

2.1 Objectives 27
2.2 Introduction 27
2.3 Types of Deposits 27
2.4 Demand Deposits 28
2.5 Term Deposits 31
2.6 Insurance of Bank Deposits by Deposit Insurance and Credit 

Guarantee Corporation (DICGC) 
33

2.7 RBI Retail Direct Scheme 34
2.8 Remittances 35
2.9 Let Us Sum Up 40
2.10 Key Words 41
2.11 Check Your Progress 42
2.12 Answers to Check Your Progress 43

CHAPTER 3
ACCOUNT OPENING, ON-BOARDING PROCESS, KYC 
MECHANISM AND OPERATIONS

3.1 Objectives 47
3.2 Introduction 47
3.3 Procedure for Opening an Account 48
3.4 Photographs of Depositors 57
3.5 Specimen Signature 58
3.6 Nomination 58
3.7 Prevention of Money Laundering 59
3.8 RBI Guidelines in regard to Operations in Accounts 61
3.9 Closure of Accounts 68
3.10 Charter of Customer Rights 69
3.11 Let Us Sum Up 70
3.12 Key Words 70
3.13 Check Your Progress 71
3.14 Answers to Check Your Progress 72

CONTENTS



I-17

PAGE

CHAPTER 4
ACCOUNTING, FINANCE & OPERATIONS

4.1 Objectives 75
4.2 Introduction 75
4.3 Basics of Accounting & Maintenance of books 76
4.4 Finance and Operations 80
4.5 What is Interest? 80
4.6 Equated Monthly Instalment 82
4.7 Let Us Sum Up 84
4.8 Key Words 85
4.9 Check Your Progress 86
4.10 Answers to Check Your Progress 86

CHAPTER 5
PRINCIPLES OF SOUND LENDING

5.1 Objectives 89
5.2 Introduction 89
5.3 Principles of Lending 90
5.4 Interest Spread and Profitability 93
5.5 Let Us Sum Up 93
5.6 Key Words 94
5.7 Check Your Progress 95
5.8 Answers to Check Your Progress 96

CHAPTER 6
LOANS AND ADVANCES WITH SPECIAL FOCUS ON  
RETAIL LENDING

6.1 Objectives 99
6.2 Introduction 99
6.3 Loans and Type of Loans 99
6.4 Retail Lending 100
6.5 Education Loans 101
6.6 Housing Loans 103

CONTENTS



I-18

PAGE

6.7 Vehicle Loans 104
6.8 Loans for Consumer Durables 105
6.9 Consumption Loans 105
6.10 Overdrafts 106
6.11 Credit Cards 106
6.12 Micro, Small and Medium Enterprises (MSME) Loans 107
6.13 Loans to Micro and Small Enterprises under MUDRA Yojana 107
6.14 Kisan Credit Card Scheme 108
6.15 Let Us Sum Up 115
6.16 Key Words 115
6.17 Check Your Progress 116
6.18 Answers to Check Your Progress 118

CHAPTER 7
ASSET CLASSIFICATION AND METHODS OF RECOVERY

7.1 Objectives 121
7.2 Introduction 121
7.3 Definition of Non-Performing Asset 122
7.4 Asset Classification as per Income Recognition, Asset Classi-

fication (IRAC) norms
123

7.5 Important Aspects of Recovery 125
7.6 Various Methods adopted for Recovery of Loans 127
7.7 Let Us Sum Up 132
7.8 Key Words 133
7.9 Check Your Progress 134
7.10 Answers to Check Your Progress 136

CHAPTER 8
GRIEVANCE REDRESSAL MECHANISM IN BANKS AND 
INTEGRATED OMBUDSMAN SCHEME

8.1 Objectives 139
8.2 Introduction 139
8.3 Meaning of Grievance 139

CONTENTS



I-19

PAGE

8.4 Common Grievances of Small Customers 140
8.5 Grievance Redressal and its Principles 141
8.6 Customer Complaint 141
8.7 Grievance Redressal Mechanism in Banks 141
8.8 Integrated Ombudsman Scheme 145
8.9 Let Us Sum Up 148
8.10 Key Words 148
8.11 Check Your Progress 149
8.12 Answers to Check Your Progress 150

CHAPTER 9
OVERVIEW OF THE FINANCIAL MARKET

9.1  Objectives 153
9.2 Introduction 153
9.3 Indian Financial Market 154
9.4 Financial System Regulators 155
9.5 Banking Sector:  Reserve Bank of India 156
9.6 Capital Market: SEBI 157
9.7 Insurance Market: IRDAI 158
9.8 Pension Market: PFRDA 159
9.9 Let Us Sum Up 160
9.10 Key Words 161
9.11 Check Your Progress 162
9.12 Answers to Check Your Progress 163

MODULE B :	 FINANCIAL INCLUSION AND ROLE  
OF BUSINESS CORRESPONDENTS

CHAPTER 10
FINANCIAL INCLUSION

10.1 Objectives 169
10.2 Introduction 169
10.3 What is Financial Inclusion? 170

CONTENTS



I-20

PAGE

10.4 Need for Financial Inclusion 170
10.5 Business Correspondent and Business Facilitator Model 170
10.6 Need for the BC/BF Model 172
10.7 Roles and Responsibilities of Business Correspondents/Busi-

ness Facilitators
172

10.8 Who can be Business Facilitators? 174
10.9 Who can be Business Correspondents? 175
10.10 Business Facilitators – Scope of Activities 176
10.11 Business Correspondents – Scope of Activities 176
10.12 Business Correspondents v. Business Facilitators 179
10.13 Initiatives of Reserve Bank of India 179
10.14 Micro Finance Institutions 179
10.15 Innovation in Credit Delivery System 180
10.16 Present Banking Scenario 181
10.17 Role of Technology in Financial Inclusion 182
10.18 Let Us Sum Up 183
10.19 Key Words 184
10.20 Check Your Progress 185
10.21 Answers to Check Your Progress 186

CHAPTER 11
FINANCIAL EDUCATION AND FINANCIAL COUNSELLING

11.1 Objectives 189
11.2 Introduction 189
11.3 Financial Education 190
11.4 Importance of Financial Education 191
11.5 Role of Communication in Financial Education and Coun- 

selling
192

11.6 Effective Counselling 193
11.7 Role of Financial Counsellors in Financial Education 195
11.8 Role of Financial Counsellors in Cross Selling 195
11.9 Borrower Profiling 196
11.10 Debt Management Skills 197
11.11 Credit Counselling Centres 198
11.12 National Centre for Financial Education 199

CONTENTS



I-21

PAGE

11.13 Depositor Education and Awareness Fund 199
11.14  Other Initiatives 199
11.15 Let Us Sum Up 200
11.16 Key Words 200
11.17 Check Your Progress 201
11.18 Answers to Check Your Progress 202

CHAPTER 12
GOVERNMENT SCHEMES FOR PROMOTING FINANCIAL 
INCLUSION

12.1 Objective 205
12.2 Introduction 205
12.3 Pradhan Mantri Jan-Dhan Yojana (PMJDY) 206
12.4 Pradhan Mantri Jeevan Jyoti Bima Yojana (PMJJBY) 214
12.5 Pradhan Mantri Suraksha Bima Yojana (PMSBY) 216
12.6 Atal Pension Yojana (APY) 218
12.7 National Pension System Lite (NPS Lite)/Swavalamban Yojana 221
12.8 National Strategy for Financial Inclusion 222
12.9 Let Us Sum Up 222
12.10 Key Words 223
12.11  Check Your Progress 224
12.12 Answers to Check Your Progress 225

CHAPTER 13
RISK AND FRAUD MANAGEMENT

13.1 Objectives 229
13.2 Introduction 229
13.3 Risks from the point of view of banks and measures for  

mitigation 
229

13.4 Risks and Fraud from the perspective of BCs 232
13.5 Risk and Fraud Management 233
13.6 Do’s and Don’ts for Business Correspondents and Business 

Facilitators 
234

13.7 Let Us Sum Up 236
13.8 Key Words 236

CONTENTS



I-22

PAGE

13.9 Check Your Progress 237
13.10 Answers to Check Your Progress 238

MODULE C :	 TECHNICAL SKILLS

CHAPTER 14
BASIC TECHNICAL SKILLS (HANDLING MICRO ATMs,  
BIOMETRIC & OTHER DEVICES, BASIC CONNECTIVITY 
ISSUES)

14.1 Objectives 243
14.2 Introduction 243
14.3 IT enabled Financial Inclusion using BC Model 243
14.4 Technology for Low-Cost Financial Inclusion 244
14.5 Let Us Sum Up 248
14.6 Key Words 248
14.7 Check Your Progress 249
14.8 Answers to Check Your Progress 250

CHAPTER 15
DIGITAL BANKING PRODUCTS

15.1 Objectives 253
15.2 Introduction 253
15.3 Need for Digital Banking 254
15.4 Various Types of Cards 254
15.5 Mobile Banking 257
15.6 Internet Banking 261
15.7 Automated Teller Machines (ATMs) 263
15.8 Point of Sale (PoS) Terminal and Micro ATM 266
15.9 Aadhaar Seeding and e-KYC 267
15.10 Aadhaar Enabled Payment System (AePS) 269
15.11 RuPay Cards 270
15.12 UPI, BHIM and Bharat QR 272
15.13 Harmonisation of Turn-Around Time (TAT) for Failed Trans-

actions
276

15.14 Let Us Sum Up 278

CONTENTS



I-23

PAGE

15.15 Key Words 279
15.16 Check Your Progress 281
15.17 Answers to Check Your Progress 282

CHAPTER 16
RECENT DEVELOPMENTS IN DIGITAL BANKING

16.1 Objectives 285
16.2 Introduction 285
16.3 Central Bank Digital Currency (CBDC) 286
16.4 Account and Payments Aggregators 288
16.5 Jan Samarth Portal 291
16.6 Open Network for Digital Commerce (ONDC) 292
16.7 Let Us Sum Up 294
16.8 Key Words 295
16.9 Check Your Progress 296
16.10 Answers to Check Your Progress 297

MODULE D :	 SOFT SKILLS AND  BEHAVIOURAL  
ASPECTS

CHAPTER 17
BASIC SKILL REQUIREMENTS FOR BUSINESS CORRES- 
PONDENTS

17.1 Objective 303
17.2 Introduction 303
17.3 Soft Skills and Hard Skills 303
17.4 Soft Skills to Build Relationships 304
17.5 Negotiation Skill 306
17.6 Let Us Sum Up 310
17.7 Key Words 310
17.8 Check Your Progress 311
17.9 Answers to Check Your Progress 311

CONTENTS



I-24

PAGE

CHAPTER 18
DEALING WITH VARIOUS TYPES OF CUSTOMERS & 
STRATEGIES FOR RECOVERY OF LOANS

18.1 Objective 315
18.2 Introduction 315
18.3 Dealing with Different Types of Customers 316
18.4 How to Maintain Trust in the Client Relationship? 318
18.5 How to Deal with Complaints? 318
18.6 Do’s and Don’ts for Handling Customers Complaints 319
18.7 Duties of a Bank 320
18.8 Handling Difficult Customers 321
18.9 Strategies for Recovery of Bank Loans 322
18.10 Leverage Farmers Clubs and SHG for Recovery of Bank  

Loans 
323

18.11 Let Us Sum Up 324
18.12 Key Words 325
18.13 Check Your Progress 326
18.14 Answers to Check Your Progress 326

CONTENTS


