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In a significant move to overhaul the financial communication landscape, the Telecom Regulatory
Authority of India (TRAI) has mandated the adoption of the 1600-series numbering for all service and
transactional calls. For Non-Banking Financial Companies (NBFCs), this isn't just a technical update; it’s
a regulatory deadline that carries heavy operational and reputational weight.

The 1600-Series Mandate: A New Era for NBFC Communications

For years, the NBFC sector has struggled with the "Spam Paradox." Legitimate collection calls, loan
reminders, and KYC updates are frequently ignored by customers because they originate from standard 10-
digit mobile numbers or 140-series telemarketing lines. Simultaneously, fraudsters use these same 10-digit
numbers to impersonate reputable NBFCs, leading to a staggering rise in financial cybercrime.

In 2024 alone, India saw financial fraud losses surge by over 200%, reaching a record 322,845 crore. The
1600-series is the government’s direct response to a dedicated "Trust Series" that identifies a caller as a
verified, regulated financial entity.

Why the 1600-Series Matters for NBFCs

Unlike the 140-series, which is primarily for promotional telemarketing, the 1600-series (formatted as
1600-XX-XXXX) is reserved exclusively for:

1. Service Calls: Policy renewals, loan EMI reminders, and account statements.
2. Transactional Calls: OTPs, transaction alerts, and urgent security notifications.

Implementation Timelines: When Must NBFCs Onboard?

TRALI has established a strict, phase-wise implementation schedule to ensure the sector has adequate time
to integrate these changes into its existing PBX and CRM systems.

NBFC Onboarding Deadlines

Entity Category Asset Size / Criteria Deadline
Large NBFCs Asset size above X 5000 crores 1% February 2026
Small Finance and Payment Specialised banking entities 1% February 2026
Banks
Remaining NBFCs Mid-sized and small NBFCs 1% March 2026
Co-operative and Regional Rural or regional entities 1* March 2026

banks

The Business Impact: Trust as a Metric

The shift to 1600-series is more than a compliance tick-box; it is a strategic tool for NBFCs to improve
their Right Party Contact (RPC) rates.
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1. Curbing Impersonation Fraud

Fraudsters often use "spoofing" or standard SIMs to pretend they are from an NBFC’s recovery or lending
department. By migrating to a 1600-series, an NBFC provides its customers with a visual "verification
badge." If a call regarding a loan doesn't start with 1600, the customer is now trained to view it as suspicious.

2. Improving Call Answer Rates

Data from early adopters shows a significant uptick in call pick-up rates. When a customer recognises the
1600 prefix, the anxiety of "spam" is replaced by the recognition of "official business." For NBFCs, this
translates directly into better collection efficiency and lower delinquency rates.

3. Regulatory Accountability

Under the Joint Committee of Regulators (JCoR) framework, any NBFC found using 10-digit numbers for
service calls after the deadline will be treated as an Unregistered Telemarketer (UTM). This can lead to:

=> Disconnection of all telecom resources.
= Heavy financial penalties (up to 50 lakh per violation).
= Blacklisting on the DLT (Distributed Ledger Technology) platform.

Compliance Checklist for NBFCs
To meet the looming deadlines, NBFCs must follow a structured migration path.
Step 1: Resource Assessment

Audit all outgoing call centres, third-party recovery agents, and automated IVR systems. Any line used for
"Service" or "Transactional" purposes must be mapped for migration.

Step 2: DLT Registration

Ensure all headers and templates are updated on the DLT platform. The 1600-series numbers must be linked
to verified organisation identities.

Step 3: Technical Integration

Work with your Telecom Service Provider (TSP) to integrate the 1600-series into your existing EPABX or
Cloud Telephony infrastructure. Testing is critical to ensure that CLI (Caller Line Identification) displays
correctly across different telecom circles.

Strategic Customer Communication: Bridging the Transition

Transitioning to the 1600-series is a significant change for the end-user. If an NBFC shifts its calling
patterns without prior notice, they risk a temporary drop in connectivity as customers adjust to the new
prefix. A proactive communication strategy is essential.
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Best Practices for Customer Onboarding

Transparency: Clearly explain that the 1600-series is a "Trust Series" mandated by TRAI
Education: Use this transition to educate customers that calls from 10-digit mobile numbers
claiming to be "official" are now red flags.

e Multi-Channel Reach: Deploy notifications via Email, SMS, and App Push simultaneously 15
days before the "Go-Live" date.

Below are standardised templates NBFCs can adopt to ensure a smooth migration.
Template 1: Official Email Announcement
Subject: Important: Identifying Official Calls from [NBFC Name]

Dear Customer, your financial security is our top priority. In compliance with the latest TRAI guidelines,
all official service and transactional calls from [NBFC Name] will now originate from a dedicated 1600-
series number.

How to identify us:

Prefix: Look for numbers starting with 1600-XX-XXXX.
The Purpose: This series is reserved exclusively for regulated financial institutions to ensure you
know the call is legitimate.

e Security Tip: We will never call from a standard 10-digit mobile number to ask for your OTP,
PIN, or password.

Template 2: SMS & WhatsApp Broadcast

For high-speed updates, a concise SMS format is required for DLT (Distributed Ledger Technology)
registration:

Draft: "Security Update from [NBFC Name]: Per TRAI norms, we are moving to the 1600-series for all
official calls. From [Date], our calls will display as 1600XXXXXX. Please answer only verified 1600-
series calls for your account updates. Team [NBFC Name]."

Template 3: Social Media & App Awareness
NBFCs should use visual banners in their mobile apps to reinforce the change.

e Headline: The 1600 Badge of Trust
e Body: Fraudsters are getting smarter, but we are staying ahead. Following TRAI's mandate, [NBFC
Name] is migrating to the 1600 numbering series. If it’s not 1600, it’s not us.

Internal Training: Preparing the Helpdesk

When customers see a 1600-series number, they may call back or query its legitimacy. Internal support
teams must be equipped with a standard response script to reinforce the "Safety” narrative.
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Scenario ‘ Response Strategy
Confirm it is the new TRAI-mandated "Trust
Series" for BFSI entities.

Adpvise the customer to report it as a
"Spam/Fraud" attempt via the 1909 helpline.

Explain the Joint Committee of Regulators
(JCoR) initiative to prevent vishing.

Customer calls to verify the number
Customer reports a 10-digit call.

Customer asks why the change happened.

Conclusion: The Future of Secure Lending

The 1600-series mandate is a watershed moment for the NBFC sector. While the transition requires
immediate technical effort, the long-term benefits of reduced fraud, higher consumer trust, and streamlined
operations will far outweigh the initial hurdles. As of late 2025, over 570 entities have already made the
switch, signalling a clear industry trend toward a cleaner communication ecosystem.

Disclaimer: This article provides general information existing at the time of preparation and we take no
responsibility to update it with the subsequent changes in the law. The article is intended as a news update
and Affluence Advisory neither assumes nor accepts any responsibility for any loss arising to any person
acting or refraining from acting as a result of any material contained in this article. It is recommended that
professional advice be taken based on specific facts and circumstances. This article does not substitute the
need to refer to the original pronouncement.

GonE
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