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FAIR PRACTICE CODE - LENDING (CUSTOMERS)

BILIMLILOTET Bl (LDenm NHSQASTGLIL] - SHL 6T QILDMIGSH6D
(UMY &6 SUITOTITSH61T)

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. (LPEITEn)|6mI)
CHT&SLD:

Hwimumer e (penm  aNSHHCSTGLL  6TeTUGH  QhSHITaTledL 2 elTen
§TRIGET QUM &EMSIITETTSHEM6NT MSUITEHD CUTH HMHS HemL (LPemmSHereot
R&HHMEFMEU ML 6UMG QEL&ESHTSHS CSTeTu(herTan, Y TLTl6Ted CUMISIITED
JOMISCSTememULLL () HITETIMS (LP6TTUDH S CLMESITET(EIHLD
ANHFHRSTGLL HPGW. Q& QMG EOHSWTOTSHEFHE  WLSIILHEGS
2 6L (B HFHEULSHMET CUPHIGEUNS GMECHTOTSHES  QSMTEHuH6TeNS)
LOOMID QRIS 6uTTerT UM SenSHWITeTJHeflest Liulgpienen QML JLGemern
1M TEGSH MG

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. LJSL6TTMRISE:
Qumg Mereumorm SiNeNGSH 2 miSweNs&Hme|

a. §lebeLemM HL 6T QUPMHIGL eNaguiFHHled QMO (WEOM If Sliiment
Wenmulled, SHMEMLOUITEST,  SH6EUOTewunILILOMesT, T M(LP WIMHEFIU|L 63T
LOMID aNlemgeumsst CFameusemen allphis Geolau(hiD.

b. LOGLD, &MH, LTEOEID LG CHTHGMHMeL o &liemmleor
Slg Ll uflev UT@UT(H &ML &Sal MG

c. &LeT Sl LMsaflerr elemdUrd wWOMID FhengLL(HSSISHe0leL
Blwmursend GedafuusnL wmselnd Qm&Es Geusso(hLd.

d. SL6T UfleujHSHenenden QGMLUTe eNS(LPenMEET, CF606Y 6T,
2_[flemLn&en LOMMILD QuUITMILIL|S6NT S Hweumenm
QUMY SEMSIITETISHEHHG HIGLEOILILDTsE MMID Fflwimenr ChysSleL
QafleN&s Geoueni(BLD.

e. BiMuEADGeT  UsTy  Heujsd  Qeiwd  @ooEly
Nfleysemear  EHLOLILIGET  CLPGVLD  6UITIG&6MSLLITEITI S (61 L 63TT6aT
JCHMID FIFMESHET VLG HHSHGH CaumuThamensd Hiés
LOGOTLILLTEULDNS (LPWIM&SHS Geuesur(pLd.

f. JDOAHH RURSGSUWOD CHMUSEHGSLD  LOETLILLTOILDTS
@evotrig Geuevor(h'Lb.

3. FAIR PRACTICES:

a. Product Information:
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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. HIWMUILDTEN HEML (LPEMMGEIT:
SL60T FIL_L MIS6T60T QI6UTRISEN:

a.

b.

i. 62(h 6U(IHRIGITEV 6UIMIQ S SWITET(H S5 G ST
CoHemeusEnsds@  gou  aURSGUNL  HemLGGW L6
QUEMSUITeT  SL6T Sl L MiGemer GCUTHIOMET  SleTalled
&4 G&emeuwmest SN H G 5561608 (EHLD
QILPRISLILIGLD.

i. Gayey QFWWD CUTE, eUMqSHamSILITaT(H @G eI, LILILDT6
SL6T  SILLMGHT uUpmdlw QHTLIUOLUW  HEHEUCLEEI
QIRISLILI(HLD.

ii.  CUMQGMBWITAT(HSHG &HL 60T €RLILHEL LOMMID  LI6UOILD
QILDMIGHEL 66D FLOUMHSLILIL L Q&UIEL (LPEDMS6IT
aNe&SLILGHLD.

iv.  6UIMq&EMSUITENT(H &GS Gsemel QULDRIGH 6L LOMHMILD
UM  SL6MET (PIgHHL GQGTL UM  [HEDL (LH6mM
&NHS A RNNGSILEGLD

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

i. 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. eULlg QN&HGMIGeT

i.  QeuelGeoum &L6T HLLMSESSTET QI ly eSS hs6rn
LOMID QILlg UFGHMOIGGLD &Tev @enLCleuai g &luleme
MNesTeu(@BD  JCHMID  SILELG  JMETIHEF  26TL_RIG6IT
CLOGLLOMTS Sl SGLD, 6m6L:

1. SIS &lqGhIGET

i. elllg &S emSuilsr @QenangsasHeibd, NS
Sl ETG6IT/6UITIG. &60) SHLLITETIT G&emeu EOLOUIS SEVILD
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. alllg &GRS F(HSHHLD:
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i SOCUTHeTeT Qi ly a&HHHeL  CmEsmeTeariLL (HLD
H(BSHHMIGT Sened LIOHMULLL CHEUNOI(BHG 15 Ceusmev
BIL&ER&HG6T  euRGuUNer QencuuisengdHed  HMQILIL&6T
cpeuld  QeflaN&sUIUBD. I6LEVE CUITIG&EMGHUITENIS 6T
3Eh&DL  (PHUNEG PSS TN  HlgFHD  ELHSVLD
Qs feN&sLIL®HLD.

i. eully eNHHHHD CHMID WIHMD QUBHSHTL SLEVG)
GCouml gCHMID SHLLOUID QBHSHTL &HL 60T CUMHIGLOU(HES
W6irdal lgCGuw QsflaNsslu@d GCaid @Qhg WLIHMRISET
QU(HRISTLSHHEL L (HGCL HEDL (LPEMMESG 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 6L lg:

i GUBMIGTEL  QUMGHOSWITOHISHEFHEG ST  HHLUING
QFVIHS HUNEITL UEKOIGSILRD Fa(BHL QUL lq
A&AGRIGT  GMHFH  URISUNGT  @eMETUTLISETSHSeILD
elevresuTILL LilgeudbHeid eumis Cgafleurs SMaisHELD.

i. SmbhE (6MLD&CIIT.".60ILI6TTTEITENV) &L_6015 (615 5(&:
STDGLOMSLI LI6OTLD QEFNISHFHQUSDHTS, SILNTHS
SLLEWIMGET, JCHMID  QBHSTL,  HoUMTNSHLHS
QeTM&HESTS L (HGCL el g eSSLILGLD, CTé S
SL60T QHTMHEHSHTHELD S6L6V.



b RBLBANK

apno ka bank

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 6UUTMRIGENT:
i GUMQSHEMSBITOTIHET HRIGET &L 6T SHOUIHG GIHTL LTS
QFeVHS GCeuetvliqll MEBTHSH (PSHHI  SL_L GU0TMHISET
Ui eNeugmiGsner  eUhIGUieT  Qen6uTiHens SHlevid
eegureuuTiiLL LigeuSHSeId eumi& SHHeNSSLD.
i. SL L 6UIMIGET6L 6THG H(HSHS(WPLD eUMIG UT6sT
BTG MG Hl6L Hl6mL_ &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. SL6T QUPRIGEUSDEHTET NS (PMMSB6 MMID HILIHS o6
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i.  GURI& QULNSHLOTS &L_60T GCamifl&emsemul
QUOMIGCSTEIL DTS €(h 6RLILMS FLOL 6ULPMIGLD

i. SLMIGEG @ULUHL QPRGOS 6LV  LIGWID
QIRIGaIG 6T60TD (WDIgQI(RdHS 2 L CerGll, almiSuImeTs)
SL60T LILSNISHHTET NGNS EHL6ITEST  62(h  SL_ 63T
@UUSHL HlgFHID  Sl6LELG LWID  QULPHIGEUSMSTET
alSlpopaEpLemar @@ Gy  Sq55mH
QULDMRIGLD.

ii.  &L60T &) 650T600TLIL LIlq 6)RI&6NT; 6UITLG. &60) SLLITETITIT6L
OSCUITLILLOIL LU Ceueuvlgll  UEDIEY O eLETUIRIG6IT
slevevg Lm  geumnmseiey seuf  CHIHESHSHS
suMilliy  olebevg Caemey  QHMLIUTET OIS G
WPEHHW NGHpemmaEeT WMMID HLbSHM6TSHET aNfleuns
@MU UL g (Hh &G LD.

iv.  SL6MET QUPRIGLOGUTS LMMID SL6T Y EUTIIHIGHEET
2 L6oquims  QEFWeL(WemmULEGSHHIDCUTS, UMK UIT6TS)
WsHW  sLeT  efleugmi&en, eLUbBSL LFH LOHMID
QUITBHH6TITEL 9, 6116011 G 61T 60T ULl U160
pSUDMIL Ml @@k apGaidy s HmsL LSTHS
Qameren Geueor(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&H6ULGEMET [SHEILISS60T60ILD:

i GUMGSHEMSUITOTHI6N HMETHF HELILLL  §HEHEUVSEHLD
gHEEWILTSE @QHEGLD CLEID e  6UITIG.SENSHUITENI]
€LILSGSITE(EIpLD eUenIUN6L 6TH G CLP6TMITLD
SILULN60T(1H &G LD QeueNUUGSHSLILL ). 'eLPEOTMITLD
SrUNeut] e160IM  CFTL  METEHH FLL  IIDLTEHS
(W&, &L6T &&H6U6L L6NWSHIGeT, Qb&Hul FlEjel
amg, UOn eamEsIHE LOHMID &L6T QUPHIGLD

HmieuesTHIG 6T S Heumenm
a1V &GH MGG TleL6m6V.

i. GG o6em USHEG 2LULE, UG SHMSWITENT]
& 56160561 763162 (IHLD & LpHlemev &eriled oL (HGLD
QeueMuu@EHsUILELD

1. QURIKWTENE FLLHHTL SLLMULILIGSGSLULL L TL

2. QuUTE  BevssT  &HBF  HEHeULGmar  GeuafluiiL
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 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
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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.

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 HH  (EOWLSCHT. .mUETTETeV)  SLISERHGL  CUTHHSID
QULPISITL (h HEL &6
i.  SmmS (60D &GIIT..60ILIGTTT6OTEN) &L_60T&H 6T
Nemeuiuilevevnd SL601&6NMTS Q(H&S Geuevor(hLd
i. SHL6  euMm@Ueurledt  QLUTEAL  &uIHHeL  SL6dT
@IS SHLILIL T
ii.  SL6oT elewrauLiLgSler CUTEH SHHUNEF QFVISHID HTeL
SIUETEFHSL CHEHLNESHSHETTEMD 2 616N ).
iv. QIRIGNA &Lt JUHGMH SHL 6T aNeueiliLGHms LLjHS)
Qb GCurg &L HGHemw ool G (LU
ei(pLomenT  WHUS e CmASTeTEUT].  QHHMSWI
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QUBLOMENS HEHEULSHET, (LPMIGUPMMS CHemeUUTET €(h
UGHWTS  SL6T  H&HaUL  HmeUaThsEndE  (CICs)
Qg fleN&sLUHLD

v. Smibé& (6MLDSGIIT. .60ILIGTTTEIT61V) L6015 Eh &S
W68l 1gCWl QFISHSHID SILTTHLD QNHSHLILL TG

vii  SL6T SeUTTRISGAT6T 62(F LGSHIITET (LPSHEHI  &&6M6D
gmefled eflemev LMMID SLL cwihi&eT LUMHMIL eNeUFhIS6T
QULPMRISLILIL (Hererment

vii.  eUMIGIUNeT 2611 NI &6TT SI6L6VG) Sl Gamyery
QEwtULL.  ggearf/NG  safluijseflessr  (LPeHDWIHMD
BLEMGSG eumd QuUTMILCUMHS GCeugu(Hd  GLOgYILD
gflwmenr CHUSHHL  GeomEener  HeujHdh  QEuwl

Geu6TIT(HLD.
vii.  SLeTEHEmeT  IBLUG  (H@GUl  Qumeus)  CGTLjLITe
QULPISITL (h HEL &6

a. @reni(h olevd SMEGS CULMULL  FhHhEJLLRISEATEL
SL 60T QUMTRIGLEUT QL GO YWNTHS Heumleoimev, LN
SOl UenNWIMenJ&HenT  &L60T  eUMRIGUEN]  eu&&@LDd
QL HHL SleLeLG LMNUILSHHL LOHmS 660158

SIS SHSLILIHEUMTEHET.

b. QURIE VLG IUGHET (UPSHEUT  SLemerr  Fl(HLOU
QUG OILILSMSTSH &(h6MLOLWLIT6DT (MM S6TeL
FEULSFal _MG).

c. SL6m6T SHl(HLOLU 6uUFGEOIILG CGTLJUTEN GHNDMEHE06TH
STUUSMSTS, 6UMGSMSWITATTEHET LNH Hemer/eumi&lueor
@evaus slemLpLiL eTesurlRISUT6 GHITL 6L SEVIQIVMTH
Q&MY Q&TeTenevmLd.

d N& &etl UNWTeNI&eT &Menev  9:00 LW  (LPGH6VL
LOMEm6L  6:00 OGO euemf L (HCLD  Heuemewl &L [hd
SL6m6tl Cl&MeuI(heran HL 60T UMRIGUeUTSHMLLD @\(BHE
L6 6UG 0SB AL (H586  JSDIHSSLILIEGCUTTE.
QILDSGSLOMET HL 60T HEWISGH6NSH C&HToI LM  HL6dT

10
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UMRIGUTHERSG, NE&  Seml  LeuNWmenjeHen, &L 6o
6UIMIRIGLI6UITS 6Tl 60T 6UE &HCHML SHGUTGerern
ChI/Q&WeL(PMHMEMUISH CIGTL[JEVLD.
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