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NPCI/IMPS/OC No 49 /2014-15 Dated: 15" Dec. 2014

To,
All Member Banks of IMPS
Dear Sir/Madam,

IMPS —Helpdesk by NPCI for “IMPS and NUUP”

IMPS, since its launch in November 2010,has evolved into a channel independent service and transactions can now be
initiated through multiple channels, including mobile ,ATMs, Internet, IVR, branch channel and the most recently rolled out
‘National Unified USSD Platform (NUUP)’service.

The underlying concept behind IMPS has been to provide customers “24X7, any time, any place” real-time remittance access
to meet their various retail payments needs through our members. The product frees customer from the limitation of
traditional as well as new-age retail payment systems that are neither 24X7 nor instant.

We have also witnessed an increase in usage of IMPS & NUUP post the roll-out of NUUP service on 28" of August 2014 at the
hands of Hon’ble Prime Minister Shri Narendra Modi under the ‘Pradhan Mantri Jan Dhan Yojana’.

With the ‘IMPS’ & ‘NUUP’ service gaining popularity, members have approached us to understand the nuances of various
aspects related to this unique proposition. This had made it incumbent for us to assess the possibilities of setting up a central
infrastructure by way of enabling a Helpdesk within NPCI premises.

NPCI Helpdesk

We want to inform that a round-the-clock (24*7) Helpdesk has been set up by NPCI. The Helpdesk can be reached at the
following numbers:

e +91-22-4050 8667
e +91-22-4050 8668

The setting up of this Helpdesk is an addition to the email support that had already been put in place to respond to the
queries received over email at imps@npci.org.in .This Helpdesk will address all the transaction related queries. For product
related information members are advised to visit the NPCI website @ http://www.npci.org.in/imps product.aspx

Process of Support through Helpdesk

There may be instances where the members may need support in terms of understanding the status of a particular
transaction done by their customers through IMPS or NUUP. In such cases, the help desk would request for specific details of
the transactions (as per the format annexed) and a response to the status shall be provided within a turnaround time (TAT) of
24 hours, to begin with, through e-mail or a return call , as the case may be.
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Customer Query Format :

Customer Detail:

Customer’s Name:

Customer’'s email 1D:

Customer’s Mobile No:

Date of posting Query

Query Type |

Transaction Related [ Suggestion Related [ information sought [ Others
Transaction Related Query:

IMPS Reference No: (IMPS Reference
Number is the 12 digit reference no.
which starts with 3.}

Transaction Date:

Transaction Amount:

Remitter Bank Name:

Beneficiary Bank Name:

Remarks

suggestion/ Information /Others |




