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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&darder
STCdr:

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§ AMgehiell SgAlel TEhY U MO Sohilerd Igeran Tl 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:
deh EIYOT aXd 30T FeTegT od
a. To®Id FHolcdr IEdld AaA S Ieudis, HeTH, faaa, 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
ArSauaTar HEHTGeAsT Tcel 0.

f. THG Ta AT FaLIHRATT dTeled FHIOT.

~

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
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3. TovqeT gewrd:
a. 3cUicsT 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
ATfge feelr Séer.

iii.  @er For WO fARUT PEwHA UgRTer HfUA 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. & X
i. Ry &1 IcacAERR S T ST HTHERUATH IRARAT TTelerdent
FIUTATEY fhaT TG ATETATCAR 3T H&ed feoll SNsel, FEUTST:
1. Feolr o
i. UG X dehedl dedIScay TUT SNl m@r/ fe] gl ATgeh {ar fdger
d1EX el ST

iii.  em@iEe f3Ece ganr
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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. TSl erdlel JUR:

i TdegAE UREqAT &Y UGl TS SMeliel  FURUM  Sceredn
dREUEA 15 & Gadrear 3d dhedr dearsealil Hgaeiear
shadel STdTe.

ii. CATSTCITCST HIVIATE! dcel fohdl S HIUIAET Yoeh THolaRTeT 3Haied
I el TS MU § d&el $had FHISAAA FTaT Bicilo.

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

i. 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. 3faRea ==
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ShTIT JeASCaY 0T 379 BiHaR THTST ATghiAT 3hlee Tedrd faRed
HGHIBREAE Holl 6T GSlcHs Yoo, SR Pl T R, Taeliad STehpray
hdcs Yehld TFHHI ] Blsel, HYUT Hoiledl IFhAT el

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. Q;I’WZ
i. b AMEHIAT AT ol TICAHSHTT &I HTACAT T JHG Yoehrl
AURMTel Seh=dT dedTSeay HMOT 3Tailay i Hiel.
ii.  eehlclel HIVTAET FUR Fehedl JaHSear ST el feel Sieilel.
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
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f. oIS 37ET MO AT

i. o AATIT: FHeArdr &dr UTed STedrdr 9iddl ¢a.

i. ol FoRY FoATar fhar ARG auImar AU ddededaR eRiE,
doh FHo{rear 3EHE St Hol UF fohar faarumean réiwg Fawia uF
FeTeT el

iii.  olledT ST BIA; AHST GEAVTS fhal g T @A
AT 37 FREIIHALT Il JHAAT 3cdied fohar dazlt defda
I 97T A T A FAEGAI0 FAGY 3.

iv. ol d1eq Fedrar 0T FHolledl FREUAT dchld Yidl Hedla, dh
Ford A& AR, SR 9 0, AR & HHeA, FEETAr
G HTelel TANTT IF ATHATASR el

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 ICedr:
i. TEHET TG JTfFde HAlfgd! NUT Al 30T IEh  TgHAd
HHTRAGT ol FIVITET Jcg YTl 3US ehell SUMR AT, ‘g
98T AT eETd HA FHIICAT FAGESTAU FUMAT Toledl!, shisc

6
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SehIH SGU, Refeg d 3% 33, s’ oo fadig 3mor o
SUTIT FEATAT FATIA TEY.
i. 39Fd IR=SCrAT T, TEHEr Alflgdl ol IRITAddT 398
el STrget
1. SR Sha FICICIR Tl shell oI
2. SR AR 368 0T § SHelfedrd e
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 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

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 designated/ central designated place on two or more successive

occasions.
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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. ATIHIBRIATE FHoilell 18] BV ANTGLH dea:
i, HATIPIBIIAE ol § TRUHTA ol AT §a.
i. ¢ ol POIGRITAT 39 TIcIaR USRS, SAISel elel =T
jii. ol 31T PIAT TRIbhSAT Hroae= Tafehdl 3Ucey el el

ST,
iv. d@/ IR For JOEN FoAeAr aEAAIId AEEUAES FeArar 3o
IOATAT A I[N 3ol HeIHATA  Hcie.  fAarEs

HERIRAAT HET FgUR 3N ScUeaATdl ARl Hhisc FHIFRE
FAITAT (HITHT) FHddell ST

V.  HGH BEAE Hollal HEdqd RAhsal &5 ThRel SAOTR =Tl

vi.  ThAET 30T e quelier @1 here MeAd fool 3med, S woiredr
FREICUFAT Teh HTIT TS,

vii.  d =T SHuieg fhar AECEN Toledl SEear Sergihge
STeledl M derardl M0 dobal TR [HaRUMATS!  SIeTaeR
34

viil. ol agARN Hefd AN o

a. 9T Fleg FHATIAT FolgRTAT Haraearedr fhar wArear fowrmofr
agell FUATN AT I SR dholgR el fohar 3iferen ol
FuIRa/Fea AuRa ol geor Tguvard 37l ard.
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CIE

c. gl Hafta ohiear  HARUTESr o wEHeT  felear
dIMeIeTaR Ageh AT @1/ dehal ST T shaATh/ Sehedl sl
HIUFRATE GU& HE Ahdld.

d. I e FATRIET TFd THRS 9 I TLAHIS 6 AT EIFATeT
ehaleh! HHAT FHolgRiehgsd agell HLOAT Wl 31g. HAafAd
Fol TIl ATl S HOIGRIATS!, Sl hles FHART HolGRIAT
WATER TaeA das/ Gfshdm & &g Aehelld.




