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FAIR PRACTICE CODE - LENDING (CUSTOMERS)

HIWmWLOT6T HEoL (Lpenm NHGAGTGLIL] - HL 6T QULOMHIE S 6V
(6UITLY.& 60 & LI ATI] & 61T)

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. (LPp6OTsnIeny
CHT&SLD:

Hwmuimer e (pemm  aNHHCSTGLL  6TeoTUSH  QhSHITaTledL 2 6Ten
6TRIGET QUMY SMNSBIITATIHEMET NSITEHLD CUTEH HMHS HemL (LpenmSerileot
R5HHMEFMEU ML 6UME QEVESHTHS CSTEu(herTar, pILI6TEL QUMISGILITED
JMHMISCHTeTETLILIL L () HITETINS (LP6TTUDH S CLMESITET (LD
ANHFHRASTGLUL PGS, QFH QMG EOSWTaTEHEHHSG  WSLLDSHS
o 6L (h HHEULSHMET UPHIGEUNG GMECHTOTSHS  QSMTEHu(H6TeS)
LOMID QRIS 6vTT6n UM SemSHWITeTfHeflest Liulgplenem GQGML JLGemern
616MSTHGHME)

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.
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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. LJSL_6TTMRISET:
QR Mereu(borm SiNeNGSH 2 miSweNs&Hme)|

a. §lebevemMm HL 6T QUPMHIGL eNaguiFHHled QMO (WEDM If Slimeot
Wemnmulled, SHMEMLOUITEST,  SH6EUor6uunILILOMesT, T M(LP WML 63T
LOMID aNemyeumssT CFameusemen allphis Geolsu(hiD.

b. LOGLD, &MH, LTEOEID LG CHTHGMHMeL o Hliemmleor
SlgLILemLuiled UTGUT(H SMLL &H&al MG

c. BLeT S LMsaflerr elemdUrd WOMID FhengLL(HSEISHe0leL
Bwmuwrse b QeueliuemL wngewn @Q@bh&Es Geusto(hLb.

d. SL6T UfleujHSHenenden QGMLUTer eNS(LPenMmEET, CF606) 6T,
2 flemLn&en LOMMILD QuUITMILIL|S6NT S Hweumenm
QUMY SEMSIITETISHEHHG HIGLEOILILDTsE MMID Fiflwimenr ChysSHleL
QafleN&s Geuei(BLD.

e. BiMuEADGeT  UsTy  Heufsd  Qeiwd  @ooEiy
Nfleysemnear  EHLOLILIGET  CLPGVLD  6UITIGS6MSLLITEII & (61 L 63TT6aT
JCHMID FIEFMESHET SI6LELF HHHGH CoumuTHsamens &ij&s
LOGUTLILL TS (PWMHHEHS Gelesum(hLD.

f. SDAIHH LRGN  CHMUSEHGSLD  LOETLILLTOILDTS
@6uIhIsG GeueiuI(HLD.

3. FAIR PRACTICES:

a. Product Information:



b RBLBANK

apno ka bank

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.

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

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

The Customer would be informed of the procedure involved in servicing and

closure of the loan taken

3. HIWMILDTEN HEML (LPEMMSEIT:
a. SL60T HlL L MsHeaNer eleUfhiger:

b.

i. 62(h 6U(IHRIGITEV 6UIMIG S6D SWITET(H S5 G ST
CoHemeusEnsds@ U auRSGUNL  HemL&GW L6
QUMSILITEST  SL6T  SILL hiGemenr CUTHILOMET — iermeiled
) [agf:F:3 G&emeuwmest SN HG) 5561608 (EHLD
QILPRISLILIGLD.

i. Gayey QFWWD CUTE, eUMqSHaSILITaT(H @G eIl(hLILILDT6
SLeT  SILLMGHT uUmdlw CSHTLJUOLUW  HEHEUCLSEI
QIMISLILIHLD.

ii.  CUMGGMBITAT(HSHG &HL 6T €RLILHEL LOMMID  LI6UOILD
QILDMIGHEL 6U6MI] FLOUHSLILIL L QFUI6L (LPEDMS6T
aNen&& LU LD.

iv.  6UMQ&ENSWITEN(H &G Gaemel QULDRIGFH 6L LOMMILD
QUM  SL6mET (PIgHHL GQGTL UM  [HEDL (L6mM
©N58 OsfelssiuGLD

Interest Rates
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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. UL lg QN&HGMIGET

i.  QeuelGeum &L6T HLLMSESHSTET QI ly &S hs6rn
LOMID QILlg UFGHMOIGGLD &Tev @l Cleuai g &luleme
NesTe(@BD  JCHMID  SILELG  JMETIHEG  2aTL_RIG6T
CLOGLLOTS Sl S@GLD, 6m6L:

1. SIWIDE) &lq&hG6T

i. ealllg &S emSuilsr @QenanusasHeibd, NS
&16M 611G 611/6UITIq. S6M SULTENTIT Caene EMLDUIS SHGVILD
ST L LU('LD.

i. Slenengefled SM_H&HEG meULILGE CLP6VLD ST L LD

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. elllg a&GhIGemeL &l(hHHLD:
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i.  SOCUTHIeTen  allly alf GHSHeL GCMESTeTaTiLL (HLD
HBHHMIGET  gemer  WLMIOHOUULL  CHHUNO(BHE 15
Ceuemev  BILSERHG6T  URISHUTNGT  @6m6uuTiLiS e SHlev
SINaINLILS6T eLeLLD Qg faNssluLD. 9I6LEVG)
6UITLG &H60 SUITETTIFl60T 3l(Eh&F6L (WP &H6UF&ES
6TLPSHSILL TN BigSHLD eeold AFFaNSSULERLD.

i. eully eN&HHHL gCHMID LMMHOD QBHSHTEL H6LEVE)
Geaum) gGCHMILD &L_L_600ILD A ®HHmeL &L_60T
QUMHIGU(HSSG (P6iTsal oGl QgfleNssUUBL Glogyib
Ans LOMMHM RIS 6U(IH RGBTV S 6L L HGLD
HEOL (LPEOMSBEG 6U(HLD.

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. Fa(h&eL Ul lg:

i.  GUBMIGTEL  QUMYHOSIITOISHEHHEG ST  HHLUING
QFIHSH FHuMETeL UEMIGSHILEGLD Fa(BFHEL el lg
aNfgmG&T GMHH QURKUNET QeI enSSHlevid
elegesuTliLL L eudbHeid eumis Qgafleuns SMaisHELD.

i. SmbhE (6MLD&CIT..60LIETITEITEONV) &L_6015 (615 5(&:
STDGLOMSLI LI6OTLD QEFNISHFHQUSDHTS, SILNTHS
SLLEWIMGET, gCHMID  QIBHSTL, SIS h
QeTM&H5ESTS L (HGCL Slemel g eGSLILGLD, CTé S
SL 6T QBHTNHEHSHMHEULD H6L6V.
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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. SL_L 6UUTRIGEI:
i GUMQSHEMSWITOTIHET HRIGET &L 6T SHOUIHG GIGHTL LTS
QFeVIHS GCeuetvliqll MEBTHSH (PSHHI  SL_L GU0TMHISEIT
Ui eNeugmissner  eUhIGUNeT  Qen6uuTFHens SHevid
eegureuuTiiLL LigeuSHSeVId eumi& SHHeNSSLD.
i. SLL 6UIMIGET6L 6THG H(HSHS (LD eUMIGUT6sT
B em6uITIGH NG HlEL El6mL &G LD

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.

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. L6 QUPRIGUSDHSTE NS (mMS6T LDMHMID HLhHEHemeurser:
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i.  GURI& QULNSSLOTS &L_60T GCamifl&emsemul
QUOMIGCSTEIL DTS €2 6RLILIMS FLOL 6ULPMIGLD

i. SLMIGEG @ULUHL QPRGOS 6LV  LIGWILD
QRGeS 6T60TD (WDIgLI(REHS 2 L CerGll, almSUImeTs)
SL60T LILSNISHHTET  NG(LPEMMGEHL6ITEST  62(1h  SL_ 63T
@UUSHD HlgFHID  Sl6LELG LWID  QULPHIGEUSMST6OT
alSlpmmaepLemar @@ Gy  Slq55mH
QULDMIGLD.

ii.  &L60T &) 6v0T600TLIL LIlq 6)MRI&6NT; 6UITLG. &60) SLLITETITIT6L
OSOITLILOIL UL Ceueuvlgll  UEDIEY O eLETUIRIG6N
slevevg Lm  geumnmseiey seuf  CHIHESHSHS
suMilliy  olebevg Caemey  QHMLIUTET  SM6EITSH G
WPEHHW aNGHpemmaeT WMMID HLbSHM6TSHET Nifleuns
@MU UL g (Hh &G LD.

iv.  SL6ME GUPRIGLOGUTS LMMID SL 6T Y 66TUHISEET
o L 6eiqims  QEuleL(WPemMLUILGSSHIDCUTS],  6URIGILITEIS)
WsHW  sLeT  efleupmi&er, eUUbBSL LFH LOHMID
QUITBHHETTEL 9, 616011 G 61T 60T ULl U160
pSQUDMIL el @@k aIGaidy &dHmsL LSIHS
Qamerenm Geuetor(HLD.

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
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3. If the interest of the Bank require disclosure

g. H&HEULGETE [HEIUIG G 60T60ILD:

i GUMGSHEMSUITOTHI6N HMETHF HELILLL  §EHEUVSEHLD
gHEWILTSE @QHEGL CLEID e  6UIMIG.SenSHUITENTI]
€LILSGSITET(EIpLD eUenIUN6L 6TH G CLP6BTMITLD
SILULN60T(1H &G LD QeueMNiUGSHSLILLTH). 'eLPEITMITLD
SrUeut] e160Im  CFTL  SMEHFH FLL  IIDLTEHS
(W&, &L6T &&H6U6L UL6INWSHIGeT, Qh&Hul FlEjel
amg, UOn eamEsIHE WLOMID &SL6T UPHIGLD

HmieuesTHIG 6T S Hweumenm
a1V &GH MGG TlL6m6V.

i. GG o6em USHEG 2LULE, 6UMQSHMSWITEN]
& 56160561 763162 (IHLD & LpHlenevusarflev oL (HGLD
QeueMuu@EsHsUILELD

1. QURISWITENE FLL §SHM6L SLLMUULBSSLILL L TEL

2. QUTE HevelT &[S  HHaUeLGHemen  Gleuafuil
Geueiur(HLD 6T6OTMITEL

3. emIGuNer HeLMIGETE Ceualliu®sdsd GCeuu(hLd
6T60TMIT6L

h. Guidelines Applicable to Microfinance Loans:

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
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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 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. &M HE (EOWSCIT. .OLITETE)  SLETSHEGGSL  CUTIHHHILD
QULAISITL (hHEL&H6IT:

i.  SmbS (60D &G, .60ILIGTTT6OTEN) &L_60T&H 6T
Nemeuiuilevevnd SL601&6NMTS Q(H&HS Gevewar(hLd

i. SL6  euMmI@UeurledT  QLUTEAL  SuH&Hed  SL6dT
@IS SHLILIL T

ii.  eNegurewurlill  LigeugSleor  Cumg  HFOUOULL LIS
Ligeugdled SH(HLULNE QFVISHHID HTeL @QemL Cleuaismen
BG5S H6tTeMD HemLSHEME)

iv. QIRIG/NA sLeT AHSMH ST aleueniliLGHms LTHS
QWb  Curg &Ll HGHemw slemalll G
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ei(pLoment  WHUSL e CmASTETEUT].  HHMSWI
QUBLOMES HEHEULSHET, R(LPMIGUPMMS CHEMEUUTET €(h
UGHWTS  SLeT  HHaUL  HMeUaThsEndE  (CICs)
Qg fleN&sLUHLD

v. Smihé& (6MLDSGIIT. .60)LIGTTITEIT61V) L6015 EH5HS
W68l 1gCUl QFISHSHID SILTTHLD QNHSHLILL TG

vii  SL60T QY EUIRIGET6T €(h LUGHWITET H5H6U60 &Teafled /
UTSL.  &FL-60  ellemew WOMID SLL6UIMISET  LHMIL
aTleUNRIGET QILDMISLILIL (herTeren

vii,  eUMmIGIUNesT 2611 NI &6TT SI6L6VG) Sl Gamjerv
QEwtULL.  ggearf/NG  safluijseflesr  (LPeHOWIHMD
BLEMGSG eumd QuUTMILCUMHS GCeugu(Hd  GLOgYILD
gflwmenr CHUSHEHL  GeomSsner  HeujHs  QEuwl

Geu6TIT(HLD.
vii.  SLeTGHemeT  BLLg  (H@pul  Qumeus)  QGTL LT
QULAISTL (H &L &e6IT:

a. @ren(h olLeLG SMG CLMULL FhHSFLLRISET6L
SL60T UMTRIGLEU] QL HS6L QY |NTHS GHeumlermev, LN
SOl LenNWIMenJ&eT  &L60T  eUMRIGUEN]  eu&&@GLD
AL HHL SleLeLG LMNUILSHHL LOHmS 660158

SIS GHSLILIHOUMTTSHET.

b. QRIS SLELF SFHET (P& SHLemenm  Fl(HLDU
QUG OILILSMSHTS &(h6mLOWIT6DT (D emMmS6TleL
FEULSFal _MG).

c. SLeme H(HOU 6uF 0L CFHTLIUTET (GMMEENETs
STUUSMSTS, 6UMGSMSWITATISHET LNH Hemen/eumri&luleor
Qevaus slemLpLiL] eTeiur/lRISUTE GHITL 6L EVIQIVMTH
Q&MY Q&TerTenevmLd.

d & &etl UNWTETI&ET &M6mev 9:00 LOGUN  (LPGH6EVL
LOT6M6L  6:00 LOGIOTI  euem] LWL (HGL GeouenewT &L b
SLem6u C&MeuI(hertem &L 60T UMRIGUeUTSHATLLD Q(HHS)
SL MG 6UGe06HIBLCOL (7585 DI SSLILIBEUTTSH6I.
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QULDSGSLOMET HL 60T HEWISGHE6NSH CHToIL LM  HL_ 60T
UMRIGUTHELSHG, NE&  Sel  LeuNWmenjeHen, &L 6o
6UIMRIGLI6UITS 6601 U S5CHML SMHGUTGerern
ChI/Q&WeL(PMHMEMUIGH CIGTL[JEVLD.
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