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FAIR PRACTICE CODE - LENDING (CUSTOMERS)
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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
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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) Notto 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 attemptin 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.
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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.
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
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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) ¢ Bew
[}

DD 6263 3y B00 E'GLH DG Bd 0BAKD DG DT B 2Fy & 0B APEFATL) TLT°
200030 953;)'06366 290¢3083°62065° E50c3eICDB0B), 9D:



b RBLBANK

apno ka bank

1. 9008 Fen
i, OS¢ Bew ergoed D5 205 &5° B0k 50 Do D grod L/ERAE HOLD ranots H¢S
VA0 oS0,

iii.  groRd’ dk)orqo.

c) Revision in Interest Rates:
i. 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.
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d) Additional Interest:
i. 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.
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e) Charges:
i.  The Bankwould 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

i, rErErGI S G06 PTPE) K00 :3@0@%;6 ©dy 0¥ a"go DT 83“505 b@bej
200050 S68TRY B0’ 508 S8 B0
i e8¢ DR DOGEID 085 e7508 DHVE’ WocErene’ BT,

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.
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iii. Loan Application forms; Draft documents or such other papers to be sighed 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
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g) Information Secrecy:

i.  Allpersonalinformation 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. ii. Subject to above Para, customer information would be revealed only under the
following circumstances
1. If the bank is compelled by law
2. Ifitis in the Public Interest to reveal the information
3. If the interest of the Bank require disclosure
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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
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Flexibility of repayment periodicity is made available at the time of loan application.
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 KEY FACT SHEET, part of loan documents
Bank shall be accountable for inappropriate behavior by its employees or employees of
the outsourced agency/BCs and timely Grievance Redressal.

Guidelines related to Recovery of Loans:

a. BCfield 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.

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) 2EPTOY OO HGoid HPgEEysTen:

Vi.

Vii.

viii.

DE PO rren QrRsgy G G eod
6083 $aT°eh CE), A5 aPErR Creao Do Babercsy.
8080 3BT V200305 BBA BYod SPUDOS Frezso 290¢30eT°0e5° &ot0d.
663 930 BUE' D0 FBL Ked SEIPRVKD Dok DAOHES” efosd/D &S R Lrtaoes
233703 VAN :)6533@*’63. 2980059083 3TN DATE S0 6m56b6 eé%5SeéeS° eriorr 3&eE5
20YBLAD 0DV (20%) ADBIEDBB.
DE PO OEFeR Jerotd $0060 BP0k DY DBowercsed.
(56 BB FPHOL K020MEDND DIT° 6263 GRERVOLS & errPOD Sug g8 2ae5 &°
eﬂoaor;saocgow.
L3¢5 D°0y0h IBY DDV &Een Sor e8§ien DS HHYODVOEIE DO
R5°008" TR DO TS &0t e (S HFRI0B.
AL 88563 0I0BOND SUelale NS NE
a. OREPS HEOAM Both ST° WodEots JL)H DotTry e’ VFIS/ Sogs NS
B30’ R SPOYONB AeEare DDV HBFo Tor DA HES 0816 BoLTeDS
D2 S 283300 9LSFE.
b. 8856 E6L er§oH St & DFoth DeDod SBIPOD DGBOVDH FONCETE.
C. 0838 Doer0dS :";)U°5cfue) c“obaf’zydo E36L o ?9)&36 QOGS VDTV 6% sc“egéoé
BC grod/erjo8 ciag) €5°S & Doertd/er§o8 ig) S¢ie5 90570 KoRBoSIIN.
d. exsram &) 66 e €5¢50300 9:00 Hotrrr Koo Jrosrogso 6:00 Hotrr) HELH
SPGB0 BT/ 0856 BADTEAS D S 2eay0A WLAFE. Bridgwd S°S



b RBLBANK

apno ka bank

oD ) VBE WREPSVL, BErFrSL FwryD) i DV S Veryod RV
R320030/ PR ERIAOLSIN.



