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FAIR PRACTICE CODE — LENDING (CUSTOMERS)

3T SRV HRdT - 0T (AT8H)

PREAMBLE
Scope:

Fair Practice Code is a voluntary code adopted by RBL Bank, which aims to achieve synchronization
of best practices while dealing with our customers in India. It aims to provide valuable inputs to
customers and facilitates effective interaction of customers with the bank

1. YE&AddAT
GIT:

3 R Afgdr IRATA dF gaRT 39aATg 3T Tafeos dfedr § Tt 3682 ARd
39T Mg o AT el I GHI HATTH HIATUTT T TAhaATSA LA TTCd el ¢ | THHAT 36627
TG Y HEca T SeTYC Goll HIX e & AT ATgeh! hl THTAT STcTeicT ohl Graem T &

DECLARATIONS:
The Bank declares and undertakes
a) To provide in a professional manner, efficient, courteous, diligent and speedy services in the
matter of retail lending.
b) Not to discriminate on the basis of religion, caste, sex, or orientation.
c) To be fair and transparent in advertisement and marketing of Loan Products.
d) To provide customers with accurate and timely disclosure of terms, costs, rights and
liabilities as regards loan transactions.
e) To attempt in good faith to resolve any disputes or differences with customers by setting up
complaint redressal cells within the organization.
f) To comply with all the regulatory requirements in good faith.

2. EIYUTT:
do zadr gvor FRar & 3R g &ar §
a. eI HOT o HIHS H AR T &, Forel, faatar, 3egreft 3R caRa Jare &=l



b RBLBANK

apno ka bank

b. €37, sifa, foleT a1 TRTETIT & 3R W AT 78T FAT

c. RUT3curer & faarae 3R fAuurer & fAsuet 3ilv grest gyl

d. TGP P FKOT deleeT F T F erdf, owErar, JHRE 3R SAeRAT F1 ads
IR AT W A ST B

e. HISA & HaR RBRIT AaROT e TG X Argeht & a1y Fdr o faarg an
A Y FoIsT=l & T HeFTadeh TaTg |
f. T ATHS TR T HEHTTY TTeTe] eTT|

3. FAIR PRACTICES:
a. Product Information:

i. A prospective customer would be given all the necessary information adequately
explaining the range of loan products available with the Bank to suit his / her needs.

ii. On exercise of choice, the customer would be given the relevant information about
the loan product of choice.

iii. The Customer would be explained the processes involved till sanction and
disbursement of loan.

iv. The Customer would be informed of the procedure involved in servicing and closure
of the loan taken

3. 3TId HRYOTER:
a. 3c91g I SATABRT:

i, HeNfAd FMER P IHAT RIS &F 3T deh & I 3Telet RO
mﬁwﬁmmﬁmﬁ?mﬂmawmrﬂaamm

ii.  fdheT & YERT A W, Agh N THAGT KUT 3cU1G & IR H G
STeTehRY &1 STestT|

iii.  ITEh T FOT hY TIhicl IR FIAAOT b LA Ifshanait & IR & adrar
SiTeam|

iv.  IITEeh I ToIT ITT HOT AT AMNEreT 3N s A & TR Iisham & T & i
T Srwam

b. Interest Rates
i. Interest Rates for different loan products and frequency of charging interest would
be made available through and in anyone or all of the following media, namely:
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1. Sanction Letters
ii. Interest rate will be displayed on Bank’s website and in BC Branches/customer
service point as applicable.
iii. Through display in the branches

b. sATTEL
i, 3TeaT-37e1dT 0T 3cUTal o oIt sATeT & 3N TSl ofet 1 TG eI
H & fondll T a1 it ATETA & IRT 39eetr arg Suel, S 389 IR g
1. EpfaaF
ii.  SUTST Y I deh T dTHTSE 3N A BleT T ST QATEI3T/ATEeh AT Tl W
fe@mar o)
i, QM@ A SFcel FHATETH A

c. Revision in Interest Rates:
i. Interest Rate revisions to the existing variable rate customers would be intimated
within 15 working days from the date of change through notifications on the Bank’s
Website . Or through written communication at the customer’s postal address
ii. Any change in interest rate or any other charge shall be informed to the borrower
well in advance and these changes shall be effective only prospectively.

c. SITST el H TeAE:
i, HIS[ET 3R & aTel FATgeh! shl SATST &I H HRATLI T FEIT deh hl ATHTSC
W ARG & ATETH § dGolld Hl @ 15 F Gt & ofaw &
QST | AT Mg o 31 Td W @ FaR & AregAw &
i. SIS &Y AT fohdl 3T YHR # Tl 8 scora & faw wolt a 1A s7 @
IR TR ST 3R A Seeltd shdel A ®9 8 FeATdT 41|

d. Additional Interest:
i. The Bank would notify clearly about the additional interest rates in case of default
to the prospective customers on the bank’s website and on the application form
ii. For Microfinance Loans: Penal charges, if any, on delayed payment shall be applied
only on the overdue amount and not on the entire loan amount.

d. faReasar=:
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i. o HT JgHESe AR e TF W FHIAT IMgehl T geb hr FAfT A
sfaferd sarer a3 & aR & e Fove w0 @ RIT HEm

i. e fad 0T & fAT: e 3T W EsTers U8R (3R IS g1) haol
rfca Tfer a3 ame g, o o o sor afRr oy

e. Charges:
i. The Bank would notify details of all key charges payable by the customers in relation
to their loan account on the bank’s website and on the application form.
ii. Any revision in charges would be made available on the bank’s website

e. YHAN:
i.  d TTEHT AT I Hr dgSe iR AT T W 3% FKUT WA & JeT H T
Tl T TR o fAaRoT & R A Fad HET|
ii. YIRTH FIs off Gty S Hr dgqSe W 3T HIGT ST

f. Terms and Conditions for Lending:
i. The Bank would ordinarily give an acknowledgement of receipt of loan request

ii. Immediately after the decision to sanction or disburse the loan, the Bank would
provide a loan sanction letter with the terms of the sanction or welcome letter with
the terms of the disbursement.

iii. Loan Application forms; Draft documents or such other papers to be signed by a
customer shall comprehensively contain all the key terms and conditions relating to
the product or service of his choice.

iv. On disbursement of loan and on immediate execution of the loan documents, the
Bank shall share a welcome letter with the key loan details, agreement copy and a
list of documents if applicable

f. %oT e forw faga 3T erdt:
i, S ITHCN I FOT IR T FITC hr qrarclt Sam
ii.  ROT I TSI AT HTAROT o 0T & G d1e;, sleh Teliohicl & eucit Ediehicl
9 AT AITROT T erdf o AT FGETd 95 I |
iii.  ROT 3Tdced WIS, Mg GaRT gEAER [T STl darel ST0Fe GEdTaST A1 0
3 FHITSITT H 3R T & 3cdTe T AT § T el 9@ faze 3k
eIt ennfder giaf
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iv.  OT & HAAROT W 3R HOT e&ddell & i fsaresT W, d J&F HoT
faaoT, 3egarer hr 9fd 3R S gl R eEardSit T G o JrY E&ETT 9T
HTSTT |

g. Information Secrecy:

i. All personal information of the customer would be confidential and would not be
disclosed to any third party unless agreed to by customer. The term 'Third party'
excludes all Law enforcement agencies, Credit Information Bureaus, Reserve Bank of
India, other banks/ financial and lending institutions.

ii. Subject to above Para, customer information would be revealed only under the
following circumstances

1. If the bank is compelled by law
2. [Ifitisin the Public Interest to reveal the information
3. If the interest of the Bank require disclosure

g. H@HT?ﬂ'q?ﬁ'qHT
i, ITgen T T ST STAPRI NI gaf 3R Fohel Jeiiar-geT & |reel
T Teh Yehe oAg1 ol ST STel TIeh IATgeh ohl HE AT o Bl 'JIg-TaT s H
do/faeirr 3 =0T & ATl HEUTT ATAAT SR8 |
i.  ITRIF HTOC F HAAR, AMgeh HI STARRI shaol AT Eafaar &
ehe ahl SITUATT:
1. 379N SHlelel GaRT b AT &

2. 3R SR Tehe T STeligd H &
3. 3R d & fRd & T yenéror i 3magsary

h. Guidelines Applicable to Microfinance Loans:

i. Microfinance loans should be collateral free loans

ii. Loan shall not be linked, with a lien on the deposit account of the borrower

iii. Flexibility of repayment periodicity is made available at the time of loan application

iv. Bank/BC Loan officer will conduct the household income assessment during at the
time of filling loan application to arrive at loan eligibility. Such income information
will be reported to the credit information companies (CICs) as part of regulatory
requirement

v. No prepayment penalty will be levied on Microfinance Loans
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vi. Details on pricing and charges are provided in KEY FACT SHEET, part of loan
documents
vii. Bank shall be accountable for inappropriate behavior by its employees or employees
of the outsourced agency/BCs and timely Grievance Redressal.
viii. Guidelines related to Recovery of Loans:

a. BC field staff shall be allowed to make recovery at the place of residence or
work of the borrower if the borrower fails to appear at the desighated/ central
designated place on two or more successive occasions.

b. Bank or its agent shall not engage in any harsh methods towards recovery.
Customer can contact to BC Branch/Bank’s Toll Free Number/Bank’s Nodal
officer as details provided in loan card for redressal of recovery related
grievances.

d. BC field staff shall be allowed to do collection/ recovery for borrowers having
overdue loan only between timing 9:00am to 6:00 pm. For other borrowers with
regular loan accounts, BC field staff can continue with the existing timing/
process as per borrowers’ convenience.

h. & faa Foit & forw o feenfader:

i GEH T RUT HUTREe FHerd HUT Gl BT

ii. 0TI FOIT o STAT GId W Y ISR & a1 fole AgT fovar sree

iii.  RUT TG o HHI Fhicl T TRIhAT hT GIIET STt 1S STl §

iv. S/ FOT ITUSRRT FOT GTdl quuﬁ & forT FoT 3TdeT 9 o THY
TR 31T T 3HTehelsd 31| TS T & Ged & §9 H, 389 AE Hr
3T Y AR shiST AT Hafarar (THTSHT) 1 &r Smeefy

v.  G&H I RO W IS Y ATl STHTEAT 8T ST ST

vi. e TERoT 3R GHRT &1 4eRor RO gFdraSil & #reT, Aey heedic A
[CRIKIES

vii. S 306 HARAT I ITFCHT o/ & FAART @Ry AT
eYagR 3R TAIYE AR fFaror & fow srareeg gem|

viii. 0T ST RepaT & FafOd fGenfeicer:
a. 379K KON oRIAR &F IT 3T 31TAF Tt | Afese/Fora Afése T
W 39fEUd g # fater T&ar g, df Il 817 Sl A %ol & Fara
TUT AT HREY R Rehadl it 3egAfe & seafy|
b. & IT 3T Tole Repady & Torw fhadlY 8ft ok alieh & enfdrer w181 grem|
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c. g Repadl dael fRIewradt & faror & fore 3or 18 # v arv fdavor &
9 # 1Y AT@T/dH T et 3T ST /seh & Alsel JATARRT T Th T Tohol
gl

d. ST &1 AR Y dharel Fog 9:00 Tof § ATH 6:00 Tt & sty 31fAcT FHor
aTel SURHATHT & Harg/ Revedl sl 1 1A &1 Sreeh| g i ot
Gl aTel 31 SURGHAAT & forw, ST &7 Heany SURhT3i v giaer
o TR FISTET THA/S T hT 3TEROT Al ST TG Hebcl B |



