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IR FEaR fafvame gt
fergE
T3 faeell, 26 FawR, 2013
Ararga Sfd (far it oraa) fafRm, 2013 (2013 3T 13)

. 305-27 /2010—HaT TOTEA IR REAR fAfame wiveser SR, 1997 (1997 @ 243) BN GRT 11 I
SU-gRT (1) & T (@) & Su-Te (i) 3R (v) & A ufed ORI 36 & i U Afdadl & YA dvd §U, MR qREAR
faframe wftrewor, Aarse dfT (Far @ quren) f[IfFRE, 2012 (2012 F1 8) H WIARE TR @ fofv vaggwT FfoRaa fafwm
AT &, FA —

1. (1) 39 ffgEt o Aergd Sfe (Far o ) (Geer) fafm, 2013 e S|
() ¥ fafTm, S8 WRENI I9UF H YHRH I ARG 4 YT 2l |

2. A|gd ST (Far @ qoreen) ffRE, 2012 (B o qet fafem we mn R) @ fifwm 2 & ©e (@) o a, fFrafafad @
sfaenfid faar s, srerfd—

(@) "Teic” ¥ IRM, 9% R AREA B & AIH ¥ 9T Ha YSM $d @ forg aifdgd fhy e @fad, 9§ €

3, 7ot fafsi @ fafeem 3 §—

(@) Su—fafRm (1) #, ‘I 991 gRT, @ foIv ' @i T §9 Toicl gRT 9IR U " M@ TEd gRI A & forg wrs “dd
10T 39G Yoic, AT e gRT it UfiRenfia fay S,

(@) Su-fafrm (2) # o “UTEE AUl §F, & WM W UEd AUAT §F AT $9D Yoie” g yfenfid fHy S,

(M Su-fafem (3) & WM W fforRad Su—fafram gferenfia fam Smom, srifq, -

" (3) TH U YSIT §RT §% U9 39D Toic B, 96 & TEH BT 4T ag USH IR B foly, Segudl Srerar TASD &
SWINT @1 AFA & S AR UTED a6 A $Hb Yoic §RT I Ga¥l B Y- (5) § MeiRa qwa—dmm 4

(@) Su-fafem (4) % v <17, W81 Bl Al TT AT 2, B WH W U "Ira” yfeenfid fHy S,

(@) Su-fafte (5) ® v "IES prdT §F, B M W 7 AR, 31dT 9 I7 39 oie” ¥eg Jroeenfid fhy Smg,

(6) Su-faftad (6) § T S gRT AW M, B WM W 7 P FaT 309G Toie gRT AT Y g govenid by S,
4990 G1/2013 (1)
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4. 9o Rfremi & fafrm 7 & Su-—Rfm (2 # T "Ued Sar 6 el FEl W T 8, & WM W UG IS el d a1
9% oie” gforenfid fhy Qg |

NSICESDEIC ARSI CE]

[faST= 111/ 4 / 3RATERYT / 142 / 13]

fewoft 1:—@ fafvml @1 f&Aid 17 aiidl, 2012 T SRRGET WRAT-305—27 /201—FINTH & §RT WRA & U, IR,
-1, TS 4 ¥ 17 31, 2012 1 UHIRI fba T |

fewt 2 —aRETTS O gRT AEge SfT (Far @ qorae) (FeeE) AW 2013 & I SR BRI BT W G TR
EUCCARING]

1. 39 HYRE B I, §F & Toic & Y H HRRG WINEH ©chM UYeIaRl & Aagd dfeT WA yeH 1 @ fog
THUATY, JUATHS] U4 JMSdIIR el &1 WA &R & fofy o a1 Jeriell & |l Sevbd o3 & Il 8 gladm e
FRATE |

2. WIEfAYT §RT HiETse Sfeb T (a1 S1 orer) AW, 2012 SIRY foan 7 o7 | 4 fAFRM, 9169 & ®U H PRI AR @ TS TR
YSTAT BT 3 9Tl & AT & A SRR exd € {6 9 ST 31 o Wed! Br S War ueW o @ fory wfera e dar
(THUHTR), SRR TS WaT SIeT (JUaUHe)), 5e¥ Uded arad Reud (sdieNR), aRRed Uaad Uicald (Sgud)) dr RM <d
fore (Tad®) & WA do d% A1 TEd gRT A wawl o gt iR T—H & ofer v @1 Gl US|

3 9O H Ugel ¥ B SUGE §B ANEd SfbT FHEEL H, §B gRT BT - @ el Ud gwvaNr de e dar
TSI & AT SeV0d & foiy WM @IchM URTIRI @1 Watsi o1 SUIRT & S & | A1gfauT g i 20 /09 /2013 &l
fofr FHraeH & forg Juavae! smnRd A|ga b dari R Wl 73 | 96 @ ifigd veict o WRH ©IchH TR &
A AT Fa G e @ oy THOATH, JUATH U AR T ST e @1 G’ & g Ior I I |

39 i R, RouRal g1 fowoll & 1 & @i & TINRH ©ichM Yardmell & THUAY, JUATES] U4 JAEARIR oal &
Wﬁ@ﬁéﬁ@ﬁaﬁﬁﬁﬁwéﬂ < AT HH Q| g Qolel & R T & Hedd a1 fOwIR B 71 ARl b
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A Toicl ®I THUATH, JUATHS! T JATZARMR BT ST Wﬁﬂ%ﬁﬁ%ﬂq’maﬁwvﬁ’rﬂﬁn | TR YRIAI, 310 s H
ST I IT6 Toict BT SUYF $eXnd Ml USH I | JUAUHS! I B ARAA W HfdT WA Y e & folY, e eIl gk
T Y UE GO SRIRCHRT SR UICaid (TISICIUIGH) Foiae e foham Sy | qeifd, afe 9t a1 9@ oic &l dive
e Prifdeiac, S FANT SRR FERE] B ARG B dl, SHD foly Tadd USRI e H AN PR W, U
PRI S Wl &, FA §6 UGR & GARAI 61 AN DI 9 A1 I Toic gRT & bl TIgaT |

5. W@l YRTRI & Wl F A b (Har @1 quredn)  fAfRE, 2012 @ Suedl & e o R vee @1, feE vees dar
W@ﬁﬂ%ﬁﬁ@aﬁmﬁwmmwé% AErgd T F eR-oF @ Raft #, vawHed a1 grafiee siftraan <
H I UATHES! 3R MEARR & AHe § Ul F1 fadey a1 TR0 | A¥E T BT ARY | AR 9T A H IS
$éﬂéﬁﬂ%maﬁﬁﬂ@ﬁﬁwmwﬁﬁﬁwm%‘lHlsnsms| T A W SR s glaer ueH @R 9,
aﬁﬁmﬁ%msﬁ?mw&wmé’m‘fa%ﬂw?ﬁwci,vﬁ%mensﬂefl'&illa%mg*mmﬁ‘dﬁ
TR T T, D ARI A DI 9 DI TS| I I8 A AG P b a1 TR H Py AIGS! S R IRAT JREA BT |
B S BT FAT -l /T G B IO G G Ui febam AT B |

TELECOM REGULATORY AUTHORITY OF INDIA
NOTIFICATION
New Delhi, the 26th November, 2013
The Mobile Banking (Quality of Service) (Amendment) Regulations, 2013 (13 of 2013)

TTfEIBROT ~ ATl

No. 305-27/2010-QoS.—In exercise of the powers conferred by Section 36, read with sub-clauses (i) and
(v) of clause (b) of sub-section (1), of Section 11 of the Telecom Regulatory Authority of India Act, 1997 (24 of
1997), the Telecom Regulatory Authority of India hereby makes the following regulations to amend the Mobile
Banking (Quality of Service) Regulations, 2012 (8 of 2012), namely:-

1. (1) These regulations may be called the Mobile Banking (Quality of Service) (Amendment) Regulations, 2013.

(2) These regulations shall come into force from the date of their publication in the Official Gazette.
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2. In regulation 2 of the Mobile Banking (Quality of Service) Regulations, 2012 (hereinafter referred to as the
principal regulations), after clause (b), the following clause shall be inserted, namely:-

“(ba) “agent” means a person authorized by the bank to provide banking services through mobile phone;
3. In regulation 3 of the principal regulations,—

(a) in sub-regulation (1), for the words “shall facilitate the banks”, the words “shall facilitate the banks and its
agent” and for the words “generated by the bank or the customer”, the words “generated by the bank or its
agent, or, the customer” shall be substituted;

(b) in sub-regulation (2), for the words “the customer or the bank”, the words “the customer, or, the bank or its
agent” shall be substituted;

(c) for sub-regulation (3), the following sub-regulation shall be substituted, namely:—

“(3) An access Provider may permit the bank and its agent to use WAP or STK to provide banking services to the
customer of the bank and a message generated by the customer, or, the bank or its agent shall be delivered within the
time frame specified in sub-regulation (5);”

(d) in sub-regulation (4), for the words “two”, wherever it occur, the word “five” shall be substituted,;

(e) in sub-regulation (5), for the words “the customer or the bank”, the words “the customer, or, the bank or its
agent” shall be substituted;

(f) in sub-regulation (6), for the words “sent by the bank™” the words “sent by the bank or its agent” shall be
substituted;

4. In regulation 7 of the principal regulations, in sub-regulation (2), for the words “the customer or the bank”,
wherever they occur, the words “the customer, or, the bank or its agent”, shall be substituted;

RAJEEV AGRAWAL, Secy.
[ADVT. 11I/4 Exty./142/13]

Note 1.—The principal regulations were published in the Gazette of India, Extraordinary, Part III, Section 4 dated the
17th April, 2012 vide notification number No. 305-27/2011-QoS dated the 17th April, 2012.

Note 2.—The explanatory Memorandum explains the objects and reasons of the Mobile Banking (Quality of Service)
(Amendment) Regulations, 2013.

EXPLANATORY MEMORANDUM

1. The purpose of this amendment is to establish a framework to facilitate the aggregation platform providers as
agents of the banks to interface with the access service providers for use of SMS, USSD and IVR channels to
provide mobile banking services.

2. TRAI had issued the Mobile Banking (Quality of Service) Regulations, 2012. These regulations, inter-alia,
mandate that every Access Provider, acting as bearer, shall facilitate the banks to use Short Messaging Service
(SMS), Unstructured Supplementary Service Data (USSD), Inter-Active Voice Response (IVR), Wireless Access
Protocol (WAP) and SIM Tool Kit (STK) to provide banking services to its customers and deliver the message
generated by the bank or the customer within a stipulated time frame.

3. In some of the mobile banking solutions already deployed in the market, banks are utilising the services of their
aggregation platform providers for channelling and processing the banking transactions, and interfacing with the
Access Service Providers. The issue of ‘facilitating authorized agents of banks acting as the aggregation platform
providers to use SMS, USSD and IVR to provide banking services’ was raised in the Consultation Paper on
USSD-based Mobile Banking Services for Financial Inclusion, issued by TRAI on 20.09.2013.

4. On this subject, stakeholders have said that allowing the aggregation platform providers of banks to use SMS,
USSD and IVR channels will reduce technology and transactions costs. These agents could play an important role
in expanding the network of banks and reaching the customers. Such agents would play a vital role in the creation
of common platform to connect banks and Access Service Providers and in provision of innovative solutions for
mobile banking. The participation of aggregation platform providers of banks in the eco-system would foster the
development of new products and enhance the quality of user experience. The Authority is of view that every
access service provider, acting as bearer, should facilitate not only the banks but also the authorized agents of the
banks to use SMS, USSD and IVR to provide banking services to the bank’s customers. The access service
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providers should also provide to the banks or their agents, appropriate interface with their network. For providing
banking services through USSD channel, the access provider should at least provide a Hypertext Transfer Protocol
Secure (HTTPS) connection. However, if the bank or its agent requires dedicated telecom resources like leased
line connectivity, the same could be through a separate demand on the Access Providers viz. the bank or its agent
should bear the cost of such resources.

The service provider’s associations had raised its concern about the provision in the Mobile Banking (Quality of
Service) Regulations, 2012, which mandates the Access Service Providers should ensure that the transaction of
mobile banking is completed in not more than two stage transmission of message in the case of SMS or not more
than two stage entry of options in the case of USSD and IVR. The completion of transaction in two stages may not
be possible for every kind of transaction on a mobile banking menu. It will become more difficult to complete
transactions in two stages as more facilities are provided on a mobile banking menu. The matter was checked with
banks and their agents who are implementing the payment gateway for mobile banking. They have also expressed
that it is difficult to capture multiple parameters in two stages. The Authority has examined the matter and
increased the completion stages for completing the transaction to five stages.
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