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FAIR PRACTICE CODE — LENDING (CUSTOMERS)

RAF! AIQA ARl — Qé QIR (F18R)

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. qoee
AQQQ:

QAF AQUIY TG 6298 ARSI QUIF FIA 28 YRR U@ 69196 AT, KIL VAGER AR
JIeas A2 QIRSIQ ARSI ATLER AR ANIAYERR AFYRR 2AR FARIQ AAY QS | 12l gieag
RIQIA FBIFI0 gRIe @AQIg AAY QFE 19° QUiF 986 JIgeE JRISHIRT JIeeR Adeg Y99 /A9 |

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. 6QUSAI:
I 6QNTE FEQ G AFIRIQ FER
a. YAl & 9IRER YRGS LFER, 98, 6ALALIFRR, QYR I° GG 6291 JAIF K& |
b. ¢, RIS, A A ARIH ARIAER QLA @ KGR |
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c. Q8 QYR FRIUR IQ° FIRE°6Q TR I9° 9g 684 |

d. 94 QIAQIQ AYN6Q gleag A0R 9e° 0R AANER ARAIART, G, AR IQ° 620 A6
gorl geIe @aal |

e. LUOR F1IGA 2IRCLAIG AARIR *F AITL 6 gleas A2 6916d Fale &g aldiey AR
RAQIq YF9IAER 60/ KA |

f. Q@ Q9IA6Q AAY FAIFR ZIQEIRcIq AN *AQ! |

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. QA9 AQYIQA:
a. Q9IQ e
i 64 AKIN JI2eT CIF ARG QLA YIFER QUNE Q¢ AYIYQ ARG
Q62T QUITI @G AFIY 2IQFIRTE ORI GAUIDR|
i. 90 S AUEQ, LR IR Adl QYIS FVLER YIATS YOI GRALS |
i, 9IeeT Q¢ AR 9° Joad IdY8 860 JRAgea U APl
iv. 6291 99° Qdl QL RARIEA PG JTY FEAER JILRT UTG !AITS |

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. Qu2Q
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i  G09 A QQIe IR Y QAR I JIF° PIA AAYING! 66T Fql GRS
AOQ FIIFIER QUANE @AUTR Q2I:
1. 98199
i, QUFQ 69RARTER NQ° T AIHI/FIae 649l 6R56Q Y AR P AR
Jode 6aQl
ii.  SINGERER YRR AR

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. QAR A°6ARIR:
i gIeeg AR IARRdIR TIR6A P AR LIRS QUIFR FRBAS IS

d0@QQe% GIaE 0Ig 15 RIRLYAGAY AYLAs ANal 9RIeEsd 019 0RdIas AE
Q61919616 AIYLARE 296e 26Q |

i QI ANER 6@IET ARRG @Yl AR 6719T QIF NI AR AATS FAUIR
9Q° @ JRRRAYER 6997 ZIGIFAR AN ISR 6221

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. 2Ga8 Qi
i QYR AR FIERT HRID 69G6Q AGAB Y 2R FVLER QYT Q 6GRARS IQ°
AIGERAR TAEQ AT QIFER IFC A4 |
i. CIRBFITAAG Q& ol : GRAG 629G AU CFIAAUR FR 6RF ATEAE QU
QU6a MY AR, AVEA G QIS ARG G28 |
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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. g
i JIeeg OIF A 2IRIAg AR 69919 62RLQ AAY IS 69a FTLEQ TR
QUIE IZIQ 649AIRG I9° Z6QRR TR 9T @R
i.  gREQ 6QIID AECERIF IFA 9IARCER AANT FAUDS |

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. Q8 QAR G FANNRRT:

i QUE Q8 AI6RAAA AFEAIR RUEQ ARIREIBE IR RAQ |

i. Q8 agEl &Y Goad G9R J6a §a8, MIF FRIR ARIGR ATG IR Q8 AYQ!
dg &9l G009 ARIRT ATG TG 9Q JLIR AAS |

iii. Q4 A6RRR TCYLR; 964 JIeaw FIA VTS 62919 I FOI BQIEAL A
Z9Q 2R QFFARER GlF IALQ RIS @Yl 629! AN AAY I 9B 9.°
ARIGR TG AR AFR |

iv. Q& GoQd N9° Qdl QEIFRYERR PO8 AR QUEQ, UIF Y A8 TR,
98I @J Q° gYeY 6T6M QAL IR SIRQl ATE IR Ide g 2RI
@QQ|
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g. Information Secrecy:

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.
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

8. 49al 6LlIIRQ:

i 929w 998 QIBGE ORI 60IaR1E 629 19 gIER QAIF @ 62QI Adys 6led
9010 999 gals AaIde AIF] 'ge1e I RG6m AL ARG LRR A°Y, 6957
geql Y6l NAGIA SRS QUIF, AR QUIE/ AR 99 9d GAFAN 2GR
2A2QS g6%|

i. QUEAIB APEFR ALY, FIEee IO 6Q9R FIRYS JAFeea gald IR

1. QG QY& UIRR FIQU QA I
2. 99 go%l geldl @Ael §921d6a 9RQ Biese
3. 9F QU 2Ige gRld KAQI AR K6Q

h. Guidelines Applicable to Microfinance Loans:

Vi.

Microfinance loans should be collateral free loans

Loan shall not be linked, with a lien on the deposit account of the borrower
Flexibility on repayment frequency is made available in consent form, filled at the
time of application form

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

No prepayment penalty will be levied on Microfinance Loans

Details on pricing and charges are provided in FACT SHEET, part of loan documents
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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 designated/ 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. IRERITIAAIQ A& AR YR FELEIIR:
i JIREQITIRAIQ A8l 6RIRCTAN T 6AI] A YRS A8l 6271 QTR

i. QQgLICIF FFll ARIALER IR AR AFE Q¢ A 629 QI

i. Q868 AQYING RACA AFNIAG! AFE TFCQ AURS FAULAE, QLI 26aQR
el AN6R JRdl 621R8]

iv. 9 6IGIGIER AAXTE 6291 AIR Al ACRRE IG JRd FAQ ANUER IF/AT
6RIQ AYRIQT AAAIQ Y FRUITE @AER| TR ARG Q@ AU°E AR
NZAQ 2 YOG 6969 oI KAIgee (Q2IT)Q A6aIT eaUdR!

v. CIREITIRRI 08 ad6a 6a6d J6T6714 @ALIRI AIRIC AUDR QI

Vi, FRY Ne° 600 QU6 GRadl Q¢ QYIRRa IR °d QIR FeY JGER JQIR
SN

vii,  QUE N2IQ Rd9Il A9l 2IaceAd a°a/FAQ KFSIIE T AGUYS 2GRS
4g° 0] ATAEQ 2ARELUG ACNIR IR FRAUX 624 |

vii. Q& 2IQIY AR FERFISR:

a. 99 QEGLIGl @A @Yl AR AR TR/ HEE AREA AR 626 FTR
928 6069 Q4 698 AAPINIE AIFLICIE AAVR Al WY R ARG
@QQIq QA& FaIdel

b. QU &l 2R Y684 2 Fa6a 6a16d @60IQ ART 2IUIRER QIF |

c. gIeq Q4 Qi AGNIY RN AFRIL AR Qdl QLR RIR KRS
G4 galea d IS/QIFA 601N T FY/MUITQ 6QIPIN AYRIQT AR
6QIGI6QIG @RRER



b RBLBANK

apno ka bank

QT 699 AAVAFIGT 62QR AR 9:00 @ ARYI 6:00 Gl FRIEA R A
QFeal AERAINIeE AR YL/ AN FRRlq AFAT GRS | Fade Qg
2R Q! AR AEREAIF AR, AT 697 AFVINANER QdaRlw Jal AQAIA
gag Q@291 AM19, / 9RA SIS QYIRS |



