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FAIR PRACTICE CODE - LENDING (CUSTOMERYS)

1.

fsqest gqerd? dcd - FoA(ARF)

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. 9&EAAAT
STCAr

fasuer gy dcd § IRETS ddhcar TFHFRUATT HToldl T UTosd ded 318, Saran
3CaRT g ARG THTIT AEHAET TGgR HAAT FardHd Jeudrar didHs ared
Y. ATAT 3eeRT 37§ IMgehlell SgAlel TEhY U MO Sohaileid Igehran T HIH
SCEIETU

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.
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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. ©IYUT:
d "YU &Xd ATOT SETEERT g
a. fo®Ia FHolcar dEdld Aaa s Ieude, ®eTH, f9da, R 3nfor Seg
QT JeTel Hid.

b. &3, Srch, foier, fohar g@d=ar 3R AgHTT IR ATeY.

C. ol SCUIGATAT SATRRTAT HMOT ARKICIHEY foTsueT 30T IRERAH 30T,

d. FHATAT YIRS ARHT &, @Y, 3VHER N0 G- I 3rgs 3o
dBAT GhEIRIUT YeTel 0T,

e. GEAALY dHR [AGRUT FeT TAYS Fkad AGHIRN HUAE dle fhar ATHE
AISauaTar HEHTGeAs Tcel 0.

f. TEHIA Id s 3Taegehdrd dTelel HIor.

~

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.

i. 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
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3. TovqeT gewrd:
a. 3cUTcsT AT

i US HACY AgHlen gredr / fATAr IR Ul #ROAEST dahehs
3T 3TTAAT ol ScaTeaTedr Auid TISERIOT UMY T 3TaTH
AT feelr ST,

i. 98T G FeATA, TGPl THAAT Thol ScUCATAN Fafad
AT feelr S,

iii. el For WO fAROT PEUAA AgHTeT HfA kAT FHSIGE
Fifarcer S

iv. OdeledT Selldr dar 30T dg FoIAT Ufshddcae gl HAlfgdr
feelr Smser.

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:
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. &Od X
i. Y &1 IUEAES caeiey AU SIS IMHRUAT JRARAT
GrelereT HIOTEATET fhaT T ATCTHGIR 3T FEA el S,
FEUTI:
1. Hlr o
ii. SATS X dehedl dedIScal MUT &l M@/ Se] gIoT=aT g Har
foiqaY | el Sreller.
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iii.  em@iAde fSFcer gan

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.

Cc. TSl erdlel JUR:

i TdegAE UREqAd &Y Aghiel TS &Ml GURUM  Sceredm
dREUgA 15 F1 Gadiear Hd dohedr deaseadd AUgasican
gRd Fear Srdie. fhar g diFed qedTal odl TArean
Hedbdol STl

ii. CATSTCITCST HIVATE! dcel fohdl S HIUIAET Yo THolaRTeT 3Haied
T el STSel 0T § TGl hdds GHSIdA FHTA FlciTo.

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. 3faRed ==



b RBLBANK

apno ka bank

o

i. daear qegEseay U 3T BiAGT HT AREHT 3hice STedrd

ii. ATHIBRIAE HAHS!: CBlcHAS Yooh, SN FEl el TR, faeifad
STFA Hdd THId (FHAI AN glodd, YT FHolledl TFHAN
oATeY.

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. Yo
i. e AMEHIGT AT Fol WICAMHGHTT ST AT T JAG Yool
ageie dehear dedTSeay JNMOT iy i e
ii. oIS PIUTAET UR dhedl daHISeal IUclst] hdel feel STciler.

f. Terms and Conditions for Lending:

i. The Bank would ordinarily give an acknowledgement of receipt of
loan request

i. 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.



b RBLBANK

apno ka bank

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. Fararer 3cr anfor fage:

i.  dh FAIT: FHolrd AAdr god Seardr arddr S

ii. ol FHoX FuIrdar fhar AaRa svarar AU ddeaeda eREr,
FeTeT el

iii.  olredT 3fSTar Wi, AEl GEavdsl fhdl AEH= TR ST
S 3T FRGIAHLY AT THAAT 3c9lead fohar dael Fafad
|9 YAHE 37E T rciar Ao AT 3.

iv. ol dley FHedTa 0T FHolledl FHRIGUA dchies Yol Hodla], d9h
ol HET qUAle, FIRTEN G JAMOT, o] i A, HEreo=rar
IET IrFelel TARTT IF ATATRIS o,

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. If it is in the Public Interest to reveal the information

If the interest of the Bank require disclosure

g. A e
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i. TEHAT TG JTfFde HAlfgd! MNUT 3l 30T IEh  TeHAd
HHTRAGTT o PV g Ja&TTel 385 chell SAUMR TG ‘i
gaT AT Aeald TG HIICIATA FHAGSIIUN FOMAT Usledl, hisT
SehIA SGU, Refeg d 3% 3f3ar, s’ oo fadig 3mor o
SUTAT FEATAT FHAL TEY.

i. 39Fd IR<SGrAT 3, T|HET Al el IRTAAdT 348
el Sgel

1. SR Sha FIICICIR Tl shell oI
2. SR AR 368 a0 g SAfgdrd 38
3. SR d&<dT fgarardl 3u8 0T HaeTH e

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 on repayment frequency is made available in consent form,
filled at the time of application form
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
vi. Details on pricing and charges are provided in 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
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the designated/ central designated place on two or more successive
occasions.

b. Bank or its agent shall not engage in any harsh methods towards
recovery.

c. 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. HATIHIBIRIATE FHilell o] GV AETEH dea:

i, HATIPIBIIAH ol § TRUHFA ol AT §a.

ii. g ol PolgIAT &9 WA JHRITE, Ase ool F4.

jii. ARSI IRARAAWA oafdehar, 3Siear d& ReledT T
BIHALY 3T Hheel Gl ST,

iv. &/ SR For IERT weedr IEdudd GRhuIarardt FHelrEr 3er
MOITAT A ERI 3ol HeIAGA . faaras
HERIHAAT HET FgUT 3N 3cUeaArdl AT ShisT i
FIIAT (TITTHT) Fddell TSl

V.  HGH BEAE Hollal HEAqd RAhsSIaT &3 ThRel SAOTR =Tl

vi. ThAEd 0T Yo queler Bee MeAed G Imed, S deirear
FREICUFAT Teh HTIT AT,

vii.  d faear AR fhar 3EcEy Teledl deear Seardinge
STeledl 3 aderardr Mo d@ar d#R fAaRoTErd Sereer
3.

viil. ol agARN Hed AN o
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. a1 Bres FIARIAT FolgRIAT a6t fhar FErar fSwmoft
agell FUATR WA 3l SR FolGR &l fohar 3R wean
AuTRa/FT FuRa Beml gow Tgvara gl sXard.

SITeY.

. ageel  Hafd  ThNiear [WaRUmES! ol wEAed feeledn
AIMTAR ATgeh AT @1/ Sehal ST BT AT/ dehedl Alsel
HIUSRATE GU& HE Ahdld.

. dY Bleg FAARIAT FFd Thlehl 9 I TEIARIST 6 TAT g1l
ehdlh! HHAT FHolgRihged gl FHLOAT Wl 31g. HAafAd
Fol Widl AT TR FoGRIATS!, ST Hles FAART FHolgRIAT
AATER feIA das/ Gfsham & Sq Aehelld.




