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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:

QRF AQUIY TR 6298 AITIN QUIF FIA 28 YRR U@ 69196 AT, IL VAGER A
JIgeE A2 FIARIQ ARGl AAAER AETRC AQIAFERR AZYRE AN KRG AAY QYT | 12 JIeag
JRIQIA FBIFI0 ZRIe @AQIg AAY QFE 19 QUiF 986 JIgRE JRISHIRT JIeeR Adeg 999 /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. 6QIFAI:
QUi AV REQ B AGFIRIA FER
a. g9 9¢ JAIR6R QRSIG QErea, gag, 6JITINICRR, ISR Ye° 96 62l JaIF @Qa! |
b. ¢, RIG, A B AR 2RI QLA @ KGR |
c. 9 RQUIGQ FRITR IS° FI6RG°6Q FA6I YQ° I 629! |
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d. Q9 QAR AYNER FIeRT A0R I9° 0] ATAER ARIGP!, P, YR IS° 6L AUER
geql geIe @ael |

e. LUOR F1IGA 2IRCLAIG AARIR *F AITL 6 Fleas A2 6916d FaIe &g APy AR
@0QIq 9S9IA6Q 60 @QQ! |

f. Q@ Q9IA6Q AAY AR ZIQEIReIq AN /3! |

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. Q@9 gLNI:
a. Q99 IR
i 968 ALY FIeeg FIF AQINRS AQUIN QYIFER QINS Q¢ AYIGQ JAANY
Q6] QIS QQ AFIY ALGR1A ORI QUL
i. 90 S AU6Q, JILRg IR Qdl QYIS FTLER YIATS YOI GALS |
i.  QIeaF Ad FgQ I9° FeAd adie K80 9aKIgRR UMY KD
iv. 6991 98° Qdl @R RGQIER PR YT SIUER FIeeT QTS @ADL |

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. QeI
i  GO2 Qd Q9Ie IR Q@ AR I JIF° PIA ARING! 6I6RIT FYl FIRe
AL IRIFER QANS YIRS Qell:
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1. QgQR1ae
ii. QUFQ 6ERARSER Y° GF AINI/FIeR 621 6896Q JYSY VR Y 2R
godic 629l
ii.  SIHGERER 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. QAN A°6ANRIG:
i gIeag AeUAR J0SERdIR 206 QU AR AEHRIF VTR SRY FRIAER
JRLRe SIg 0IQ 15 RIJIGRY FRIER a9l JITew P18 0R48I6R RS
6819I6IF AIUFIER ARG 6219 |
i. QM 2I06Q 6aldd JReae @ql A9 6x14Q QIF AEIYLICIT 2GR AU AU
@° V@ 9RQERYER 6297 ANINRR AUA JRILSIRT 629

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. G0 Q:
i QUIR QAU JILRT YNID 6IG6R AGAB Qo 2R FVAER QYIF Q 6ERAIRT I°
AIGERAR TEQ AT VIFER IFC A4 |
i, CIREITIANIG 98 AR | TRAC 690 AU6A CRIRAIRI gR 6ReR 2F6ea QId
Q060 RIY SIS, 2719 B8 AT AT 6% |

e. Charges:
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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. 61@.:
i I2eg JIF Qd AIRIRE ATNER 6991 62121 AL IS 699 FTUER G
QIR IR 699QIRG I9° 2R TFI6R OO KRR |
ii. W6 6@IEIT A°6ARIA I 69AARTER RANE KAIDR

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 AIREIBE YIFYIRIQ RQQ |

i Q8 el @ 394 G9E J6a §a8, QUIF AZR1A ARIART ATG IR Q8 Q1
de &g §0ada ARR1 AZE e I8 IR KRR |

ii. O 26Ree TAYER; 964 FIeaw Il VG 62919 ]I FOI PQiene @q
P9Q 2R QIFFURER Gl IALQ AQIQ @Yl 629 AN AAY g 9B 1Q°
ARIGR TG AR AFQ |

iv. Q8 GoQd I9° Qdl QEIFRYERR 9O8 AR QU6Q, QUIF Y A8 TR,
9BRIC1 T e° gYY 626M @QIEFILR @ CIN@l ATG IR 90 Jg 2RI
@QQ|

g. Information Secrecy:
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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

g 4ol 6QlIAGI:

i gIeew 9918 QYRGE QORI 60IaRIE 629 I9° gIER QIF @ 62Q adis 6xEd
9010 089 gRld AAIAR A1 'Go1N A’ RE6R AY ARG gER Adl, 6967
goq! QI6QU, AASIA ANE IF, AN QYIE/ ATR 9° Q¢ LR AR
2A2QS 965 |

i. QU6 2GRS AGUIY, JILew ORIl 68eR FORNGe dFT6a gald AIRe

1. QG QYIS AR FIAU QU I
2. 98 9oQI geId @AQI 9r9Idea 98 AN
3. 90 QYeQ IGR gRId RQQ! QIR F6Q

h. Guidelines Applicable to Microfinance Loans:

i.

ii.
iii.
iv.

Vi.

Vii.

viii.

Microfinance loans should be collateral free loans

Loan shall not be linked, with a lien on the deposit account of the borrower

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. 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.
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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. IRERITIRAIQ A& AR YR FELEIIR:
i JIREQITIRRIQ Q8 6RIRETAN T 6AI} S YVRCB A8l 6291 QTR
i.  QO9LIPIE Sl FIRIRFEA IR MIR ATG Q& AR 629 AIE|
ii. Q& ACRAR ATAER AAEAIR YR AFIRIAG QANE UL |
iv. 9 6QIGIGIER QUGS 6291 AIR Al AR IG IR A ANUER QMIF/AT
6RI] ARYRIQT AARIQ 2 AT QAR FLUAR LUAEIRGIQ M@ 2°8 A6
NZAQ 2 YOG 6969 oI KAIRIgEe (Q2RT)Q A6AIT FUDS]
v.  QIQERITIRRIR Q¥ AU6 60163 J6T6a14 FAAIRI QIS RAIDS QI
Vi, FRY 9° 6G% QIR GQAd Qdl QAIRFQ IR 2°E ANEA M Ge IGER QIR
QAU
vii, QYR 2R K49IQ1 @¢l 2IRceA° A°/AQ FSIRIF T AGAYS 2GRS
4g° 0] AFIA6Q ARELUG ACNVIR IR ARQQILY 624 |
vii. 94l 2IQIg A9 FELANSR:
a. 99 QEgeIGl @R @Yl AR AR TR/ HEE YRR AR 626 TR
923 6069 A4 698 @FPIRIE AIFLGIF QAAL Al ALY QR AL
QAQIq 296 GaIda|
b. Q& &Yl LR 964 Y Fa6a 6a16d @60IQ ART 2AANRER Q1L |
c. gIe] Q4 2IQig AGNA ARCAIGR AFRIL AR Al LR YRR FAUAIRYS!
FAQdI geleq G AI/IFQ 601N T AYU/UITR 6RIPIN AT AR
6QIGIEQIG RRURER |
d. @3 69Q AGIRIAIRG 6A9R AAR 9:00 Q AN 6:00 G FRIEA WA A
Q2991 QERAIFIGE AR gL/ A FEg AQAE Gade | FAde ad
2R Y9I A AERAIT AIR, A 687 KFVIAIANEE AIREUT Yl AGAIB]
geg Q@291 AN19. / 9RY SIS QYIRS |



