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Foreword

The Reserve Bank of India (RBI) recently unveiled the National Strategy for Financial Inclusion (NSFI)
2025-30, which outlines the vision for the next phase of Financial Inclusion in the country. The
Business Correspondent (BC) network played a crucial role in promoting financial inclusion during
the implementation of the PMJDY Scheme. The Scheme went on to become one of the largest
financial inclusion initiatives globally, expanding doorstep access to formal financial services
across underserved communities. In the current National Strategy for Financial Inclusion (2019-
2024), BCs have played a pivotal role in strengthening last-mile delivery; however, persistent
challenges, such as low remuneration, infrastructure gaps, and operational vulnerabilities, continue
to impact their sustainability. The upcoming NSFI: 2025-30 further elevates the BC model by
focusing on service quality, digital usage, and financial resilience under the Panch-Jyoti framework,
with clear action points such as establishing fixed-point BC outlets in underserved geographies,
incentivising BCs in remote/hard-to-serve locations, expanding the product basket beyond basic
banking, and enhancing gender-sensitive inclusion, including a greater role for women BCs. It is
within this evolving policy context that this report, “Revisiting the Business Correspondent (BC)
Model”, draws from field realities to identify actionable pathways for a more viable, resilient, and
inclusive BC ecosystem in India. To that effect, the findings from this study can provide the much-
needed actionable pathways to realise the vision of NSFI: 2025-30.

The study was conducted in February 2025 in Uttar Pradesh and Madhya Pradesh involving 379
primary stakeholders including BC Agents, Beneficiary Customers, Corporate BCs, respective Banks
and BC Federations. The study delves into the reasons for the decline in number of BC outlets since
2021 and the implications of it both from supply and demand side with focus on rural areas. The
findings indicate corroborated by field visits that it can be explained partially due to decrease in
demand for BC services and rapid increase of digital payment -nearly 44% of BC agents are were
found financially unviable indicative of the strain. Low-income users trust BCs for cash in-cash out,
DBT and other service. The report based on primary data analysis makes a prognosis for
sustainability and effectiveness of BC model in India.

The study has been undertaken by the Centre for Research on Financial Inclusion and Microfinance
(CRFIM) at the Bankers Institute of Rural Development (BIRD), Lucknow. | acknowledge Dr. Rinku,
Research Officer, for his contribution in completing this vital study. | also acknowledge Dr.
Gyanendra Rout, Faculty Member, for his review and guidance. The contribution of Dr. Sriraom
Appulingam, Joint Director, BIRD, is acknowledged for his oversight and encouragement. | also
appreciate the efforts of Shri Hemant S. Patil, Assistant General Manager, and Ms. Shubhangani
Chaudhary, Research Officer, for their support in completing the study.

I thank Ms. Sushila Chintala, former Chief General Manager (CGM), Department of Microfinance
and Financial Inclusion (DMFI), for her continued support and encouragement during the study. |
also acknowledge the guidance and support of the current CGM, Shri R. Inigo Arul Selvan, and his
team at DMFI, NABARD Head Office, Mumbai while finalising the report.

| further acknowledge Shri Suman Kumar, CGM, DEAR, and his team for their valuable inputs and
cooperation.

| thank the officials of NABARD Uttar Pradesh and Madhya Pradesh, including Shri Pankaj Kumar,
CGM, Uttar Pradesh Regional Office, Ms. C. Saraswathi, CGM, Madhya Pradesh Regional Office, and
the DDMs in the study districts, for their support and cooperation.
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I also appreciate the efforts of the field investigators and respondents who participated in the
study and generously shared their experiences and insights. | also acknowledge the Academy of
Management Studies (AMS) for conducting the field-level survey and providing essential data
support.

I hope that various stakeholders will find the report useful. Suggestions and feedback on the report
are welcome.

Dr Nirupam Mehrotra
Director, BIRD
12 December 2025
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Key Highlights
BC-Outlets Grew Rapidly in Villages and Study Delves into the Following

then Witnessed a Decline
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BC-outlets begin Peak at 18.45 lakh Decline to 13.55
rapid growth BC-outlets lakh BC-outlets

Source: RBI Annual Report Data, 2022 & 2025
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BC Level Field Insights- Based on Sample Respondent

Village Coverage Gwalior Village
Coverage
BCs in Sitapur cover 12
villages on an average. @ BCs in Gwalior cover 5
villages on an average.
One BC Covers 139 Rural
Persons. One BC Covers 106 Rural
Persons.

Working Hours  (®
mimim
Most BCs work around 8 C—==2)

hours daily.

= .8 Age Demographics

BCs aged 21 to 40
dominate operations.

Social Category }38%

More than 50% BCs belong to a @
single social category.

Q Education Level

Around 80% of BCs are
graduates and tech graduates.

Over 62% BC Reported Decline in Their
Customer Base

O 74% BCs Reported Commission Drop

@ BC Perceived a 28% Transaction
Decrease Digital and ICT Based Services

90% BCs Reported They Lost
Customer Due to Digital Platforms.

Financial Viability of BCs

44%

! ! |

Profit Loss No profit No Loss
BCs Reported Profit BCs Reported Loss BC Reported No
Profit No Loss
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Customer Level Findings

o R

Education Level Family Structure ATM Access Travel Distance

14% of BC
customers reported
that they travel over

10 km to nearest
bank branch.

17% of BC
customers have an
ATM in a radius of 1
km.

67% of BC 61% of BC
customers have a customers are from
lower level of nuclear families.

education.

e 20% of BC customers combine
= bank visits with other tasks.

99% of BC customers visit a
bank branch only 0
to 5 times in a month.

Y 81% of BC customers face
service-related challenges at
[an the branch.

15% BC Customers receive BC
services at doorstep, 85% travel
around 1 km to meet BCs.

55% of BC customers reported
they use some sort of digital
payment apps.

77% of BC customers reported
they prefer BCs convenient for
banking services.

22% use mobile banking apps
and 1% rely on Bank Branch for
banking services.
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Bank Level Findings

Role of BCs in Banking-Bank's Perspective

Digital Last-Mile Service
Onboading Delivery

BCs facilitate digital
banking adoption.

BCs bridge the gap in
rural and underservd

=5y

Operational Financial
Efficiency ; 2 Inclusion

BCs streamline banking
operations.

BCs promote access to
banking for all.

o

Cost Reduction

BCs help lower operational costs for banks.

Recommendations

Ensure Minimum Fixed Monthly Remuneration

Current commission structure does not leave enough margins for BC agents as current
commission slabs are low.

Introduce Graded Commission Framework

A graded, performance-linked commission framework may be introduced reflecting
transaction value, service mix, and regional variations.

Social Security Schemes Renewal Commission

Commissions may be provided on social security schemes renewal/ premium payment
which currently do not exist.

Monitor and Standardise Corporate BC Deductions

CBC deductions may be monitored through transparent service-level agreements

Promote BC-Sakhis

Scale BC-Sakhi initiative with training, mentorship, and awareness.

Making BCs Ready for Timely Service

Implement mandatory, periodic certification-based training for service delivery on time.

NG YN Y N )
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Bankers Institute of Rural Development (BIRD)

Bankers Institute of Rural Development (BIRD), established in 1983 by NABARD, is a
premier training, research and consulting organisation, working in the field of
agriculture, rural development, microfinance and development banking. It conducts
international, national, region-focused, issue-specific and research-based training
courses and seminars, as also feasibility /diagnostic studies, exposure visits, etc. for rural
financial institutions. Training Programmes at BIRD include areas like Finance,
Microfinance, Financial Inclusion, HR, IT, Rural Development Projects etc. for Banks,
Government Departments / Corporations, Development Organisations, NBFCs, MFIs
and NGOs. Collaborative training and consultancy programmes have been taken up by
BIRD in association with international organisations like SDC, GIZ, KfW, APRACA,
SAARC, IFAD, UNDP, DFID, ILO and the World Bank apart from various Ministries of
Government of India. BIRD also conducts various e-learning courses. Website:
https://birdlucknow.nabard.org/

Centre for Research on Financial Inclusion and Microfinance
(CRFIM)

Centre for Research on Financial Inclusion and Microfinance (CRFIM), formerly known
as Centre for Microfinance Research (CMR) was set up within BIRD to take up research
activities in the fields of financial inclusion and microfinance for facilitating policy
initiatives and improvements in design and delivery system of financial inclusion and
microfinance services. The vision and mission are to emerge as a centre of reference for
information, knowledge and valued opinion related to the financial inclusion and
microfinance sectors, strengthen the sectors through research inputs that facilitate policy
initiatives as also improvement in design and delivery systems that provide poor with
sustainable access to quality financial services. Besides publishing half yearly journals,
the centre has published 32 studies on issues related to financial inclusion and
microfinance. The Centre is publishing an Annual Trend Report on Financial Inclusion in
India since 2019. The journals, study reports and trend reports are available at
https://birdlucknow. nabard.org/center-of-excellence/cmr/






