2 R =
S. CIREl 5
2. Vo1 A O=EfS ST3R S
9. YT b
8. ATV I A8 TS Af TRy 2
¢. AT TN ¢ *TOReAT 2
Y. W‘TWWWW (Penal Charges) =3
q, Y RO G2 MR ARIE ©
v. SR AT ©
. HGTATSY ARSHIF (Grievance Redressal) 8
co. - WP AL FSEAT Gy SFGTI fFW, 205t - (ATGE ¢

SR TSy
9. STIPIRG AP @
%2, WfSRe 7 N st ¢
9, ANsWYT (Repossession) Y
38, FATRTE IHP (@ AT A Y
Se. TR IS AHIIRF *reAH= q

9. Qli@ (Introduction)

WG e [FANGE (“(FE) B0 NBFC, TN RGNS I15F WK ST (“RBI”)-A
ST [NRfe) (@FrfNE SR O G I IR IS (FEAT O A=ZHFIR
RSN 4R A AN FR, T LT T A, JIIANIS A 32 TSNS AT A9

RBI- 3 fTARIT Sy W3S9 e AfNes sy SrRat & (Fair Practice Code —
FPC) TN HLACR 433 O ATHEN R F65 IATASNI WO (IR I3 NI
PN fIF AZBTAR ST ETNCRING ST NITrol & W7 N7 S




(RN G2 NIy Fryema f{3fe (RfS) 9= w0y 933 o Frfad SRy 92 [(iE
(AN FIRT M@ AF AN 8 AN CFLF AT (IS ARG ¢ SIS BT,
RO AL AN AR AfFCI A,

R e A S#PS (Key Commitments)

IRF AR (FATTNT AL ARO=FOTYR =CeA—
i. ST ATRCHI AT W 8 IST5S I F1, T W NSO —

a. 2 fJfSre [RFe ARG 8 MAMS TT1Y 4T, (FEHNNT TS N 8 2ARTIAT 933
FAMRE TPTS A 8 56 CFLT;

b. CRT=TNE ¥ 8 RIS TGy @z 8 R oo STy o v e
<Al

c. AZHFAE AT (FATNG (FTNHN SO0 8 TGO (A0F N B2 fofe Fa Fam
ii. STRPAR (I AT BTSN BIG L OF JATO T2AT AT, T N NSGG—
a. FIAF ASITZ I 40

ii. CRRTCNT STSTIT (AT (e B @ SR OF STC3 O ST FT, T N TFGF—
a. e ATHYN BT,

b. MRPCAL WSTIY fN=IE FT;

c. AZFH STBT 1 A PO WG HIIS! AT T TS (I O G

d. G2 Y A 1, (AN STAIHIZE WA ENG FT I AT [Of ST Ar=2Fvd
O B ST 914

9, YT (Information)

a) ATIEFTAA I H & ATICIAN (IR [T ST T, I OHS ATIG 2 L =%
ST (T AFTTI A AT WA OIF AT (IRET THTE = ©T AT BT

b) ATXFTHR I (T, OIHT AFS AIHT 8 PO ASHF Ty G2 W2 8 [NTFF
ATGIRITST YT G (FARF (I (FI L S ST ATIG



8. ATYT G NN ¢ OTF AT AREY (Applications for loans and their processing)

F) ATARIOTI STC STNS (TISMCAT5Y W16 S I ATARO ([RIF VOl OIrs F1 2|

%) (PTG YT SMIANNCE I ATAGAY O ABGS AFI TN ATAROR TS
ATIIS B, TS ATARIST AN NBFC-IT ARG *FEFEAT ST DY GeAN FICS AT
]2 SHO PTAIS (NT® AT AT HIANACG ACIANACG S5 SNl o (I I
NLATGS RIY ST AP

51) (PTNIR PICR AT WA ATEA T3 G5 FIPIo AMAL 7] AR (512 Fipfore
AT SN AN SR STBIRT TSN Sy 1 R

G AV YTIRN <R WSl (Loan appraisal and terms/conditions)

(A SO (SN (6T T 5 (I NELTCH) ATARJISIH W26 I
©IF (FRIE Vo O G —

AT Lo AT, =[S, AXPIFS R TF G2 57 AT Nzfo
A2 MR AfS ATAIOR TS (SN O VAT ST AW

MRS RN I N (AT TOFEB CF0T (T GIRINT BIS 2ATIGT (S, O AT §iSTo
(RIS WAH(F Org Y FA2J

(AN A ST / RO ST TFeT AVARONF A 5 ST G0 B (T8 (A
W1BfEH OIE) GR2 AT BRSO SLeAA® STHe S NG B AN FAE

T AR N E @I, ARER RIS, YA 8 S0 RO, sMA/NPA
ARSI SIRTLR SATRIY TSI A NN STV 72 AT FSRANTS (I
HFIEN 2 ©I8 STy ATITAE N 2SN VG ATAZIST (F GIA 2

(T AT YA I8/ SR SN (NRICOISNIN SR AR, CTOHG ARG 9
28T ST ©IfFY 8 AT ASNF G XS

. Y A Wm (Penal Charges in Loan Accounts)

F) AT B ST QTG RO TGN T3 I (FICAT SN 4T F1 =, O ©F
’Wﬁr\’ﬁ (penal charges)” RO 5 R A3 HM RATCIT AT “penal interest” fRUAC]
(I BRI A




TN BTG ST NS G S0 AT F1 2 N (S SIRFNF GHT SR 5RO
BRI ) O A0S A RN FTo1{P S baria A Aol (I

) (TN TR 2T S0 (PN SIS GATHIN T A N1 98 A2 [NChf=rpresfe
W 8 ORI GoTSIK2 (NN 5=

5Y) ATV BHNT GIANT BT I T BT T pIS IHI6 (A6 TN o (Freef
AVIN FAR, (I N2 O NSRS (FF N (F)

) QIR BTG AR IS (I G732 AT B G 216 AGRI NI@i< 57 SNyl
(R, (N NHRE A0/ (AN N0 ([ITWYAF =1 i

e) I ITOTS WNINT BTHTHNT BTG9G AVIZISITAA (individual borrowers) TN SLNM®
AT CFLE WA QAN B, G2 LR SRS ARG Gy W
VARG BT ATINGT SN BT QAN (I =3 Ty

f) SN BTG ATV G2 FIEY (FPATN NFONI ATAASTHI SIANE— A §f&o
3¢ AITHTT BFFY *IEIRAT / Key Fact Statement (KFS)-< (CTLATTN STITGT), AT
(FATTNT STIISRG SR T & N FTIAN B TS W O A 1 2

g) AT BFF Y SR AGINI FIACT TYN2 WY ARONF (FI TNEG ATIA (T,
YN ATIMCY G BTG [IWAT TN IR ARITI8, TAN2 (FINT SN 5
AT BN =S G2 Ol PIEY 8 A ARSI G (S

q, NSRAT® A TGN TR A f[FoeY (Disbursement of loans including changes in terms and
conditions)

F) (PN ATAROIH W2BAF Oy 1O ([@RIF NCO! OIET *S[AF (IR
A TSN T Z® FAR— T T A Foqer 535, Sov 29, R0 51K, 34076
Y TN S GS AF)

NN W8 fA*5® FE (T E TR 8 BT ATV BYNH ©fIHTod G
(prospectively) FTLF 2 G2 [T G0 TTH *1S Ay SIREAY \'ll@\é\‘»? PR

¥) Bf&T TN Y (F© (N8 / TS AR AR I P T AT IS s A
Bf& S (RS =&

5Y) TFeT ICH T AN N LT ATV NI AFTHY IS AN AN, N (FICAT (I
GBI M TATIN (lien) IROTS (FAT AT STHe HFGRO TF FE AR

W I (T6-TF WIGHF AT FACO T, OIRCA AT ARG NG AT 7
RV G (I TS (@A ST Wi NS/ A[eng 1 283 *1(® SiFORIT 4
ATS ARE— T I[RICT 165 R8T [




b. WW‘TﬁW(General)

F) AT §IST TORATS BFAIS BN 0TS (AT AN [T TBCFA FAI A
(T N NG (AT BT, TN L ATAZIST AF FLINW, (FANI TG ),

) YRS M O A FRAR TG FNSEI G ALY FAA, IR (AT TS
ARG (T ACH) TR ATREF O (TP 2 TR N G =1 A2 GRS
BB ARATIS & FH HGF91S *I6 St (S

) AT AR CHCG (P (I P I IJMNG AT (WS N— (T
WFOIRIF TN IR RIS FAT, A AT G IAATAS 29011,

(PG FRTA SRS SO TGN G, ATZRCR S0 IAAL O W6 B
T IR 195 AFEFT (R8T =S

) I3 T8I TITNT ST S 9TS ATARISITRE GiT NS SIS STHR =R
B (TN R0 (STR- AT A T T APF) (FATN (AT CFIACFIONR B AT -
(TIN5 SN &1 FA T

&. AhOTIT5 I?‘l&ﬂmw (Grievance Redressal)

) Fair Practice Code (TN 511 (¢ RFOH BIF [FIZNNT Ao TI15) fN=1& 1381
IR [NINOON HNLTAG B =2 G2 N LA JF6 ST AT
fRRE STNY WS ([ITET PR GHZHN BT S

) ARFA SIRUICY, (TR ST #7141 / 307 2AfI51fere i fARfafie wayesf
TRO AMRS 23

i. (PTATNR RpTa M F© WSTI9Y (oS Gy T BICR (IS F1 (S, (512
ST Ao g Snfgifarsa (Grievance Redressal Officer) T3 & CIIHNMCCSR f[/IFY
(CBIFTTPI / (NRT2S N 432 2-(N2 {53

Level-1 (¥4-Y)

(TSR AZ(H OIHA 23R, A7 i, FHI WG TSI TGS (FICN ST
JUACR, T AR ML 7L FFIZIANCHA (Branch Manager) IR NGTI9 AL FICO
AR

M[Y1ZN-HTE 2R MU WIS G FHOPT™E T (A

2ATRS WOTI O FTFOINT A2 FFS (RS T I WO AIfAF BIfFY (AF IF
SRR LT ST [T St =&




Level-2 (89-])

T #147 AT ST G N 2T, O A2 WL IIZITH (Regional Manager)
PR (SIS FECO AN

A2 AT WGTITS ST IF BRI N (VoS 41 =04
Level-3 (BK-9)

oefEH (FIZIACRS s WWT:’?CFT, A= PUATTAG BT Customer Redressal Officer
(Grievances Redressal Cell)- 4 PR OIS ML FACO AR

(I FTHATIG T Customer Grievances Redressal Cell NN JFG FHBOI (Norg
Nfe1fer® =03, fAfN Assistant General Manager—ﬂﬁﬁwwm 432 fAN Grievance Redressal
Officer RUTI Y& YHE,

P FIFANHL N TSP WO [Ttz ST 2128 SAFSTH 3
WIFHEATYR (G B0 Grievance Redressal Officer RIAT NI 8 fNo{& F1 =()

G2 FAPOIRBI Integrated Ombudsman Scheme-A% SR TS OIS f>S T TNy
NCNTNIS Principal Nodal Officer (PNO) RIS RIRIY e~ S

ii. SIRCPT WG9 / BrgsY M wo TN Ny fAeaIG N1 =, O AT=RF RBI CMS (TG
WIS AT FECO ATIE:

https://cms.rbi.org.in

2T NG GRS (SR ST HANIITS AAE:

Centralised Receipt and Processing Centre,

Reserve Bank of India, 4th Floor,
Sector 17, Chandigarh — 160017

Tollfree Number — 14448

0. NN/ FIRAIHTA (FEANTNT Gy SO [ZHN (Ombudsman Scheme for Non-

Banking Financial Companies)

(F) FAOTS T - EFGIATHT SO FW, 2025

SHGTI BT WA, (FNN JFGH Principal Nodal Officer (PNO) fTRIS AR, RN
(PIATNI AP ATOIET PN A2 (AR [P0 AP © WSS SRS O
SHGIND AN PR

(PN FOB (NIS Nodal Officers (NO) B PNO-(IF SRIT@I FAIN|


https://cms.rbi.org.in/

SRR R, (TR AL/BIN I3 AT =, (TN PNO-T TN & (TSI
R (BTN / (RT3 NFF A8 3-(N3e) A4 STOTNIN WOTAI9 RIS (NG
IGEER (https://cms.rbi.org.in) ﬁ'ﬁﬁf\_')ml

RN @Y (IR 2eANG, R G (T Sy STwet WfEs 8 M4
SRS ARG 2, IS WIES 12T 9S (F (FICAT IS N ST1E iy o203
AT

SO BN SR CIFTRISTNE, FHTNF B 32 Principal Nodal Officer-a
CIISNTIICSNR I (FHNTNG STIIPNRLG SR e & oo I« a1
R

(Reference: Reserve Bank — Integrated Ombudsman Scheme, 2021 dated November 12, 2021)

9. STIIAIRIEG AP (Hosting on Website)

Fair Practices Code ST2Bfe1s ORI (FEATTNT STIIATRC6 AP I *(J, T© [OR
COFRIIFA ATAGNT B (TS AT

v2, NfofFes Aqhd ﬁﬁl—z{‘T (Regulation of excessive interest charged)

) (@6 O FOTTFIT AT @ WIATNF G L1907 S = N0 Tl G0 7 I
TG A2 AR, (AN ORI 46, MG, A A Tonfi s [
EISCRIBICRRIER]

{3 safofes EfRammT 43s RFeN @R Ao O for for ST =19 4|
AFFOT 8 NS AIAZT / ATZHE WIANANTG G (S I NI (GO
AP O FA1 2

) (PTG STIIATRLO SR 2 432 JfF (ATT# (gradation of risks)- I Ha© & OAAH
YIHF() STIIHIRCE APIHS 1N (HICAT NI APIS ©F, YT 2 (BICAT A0
R O AN P R(Q

51) STV TR ARNPIFS (annualised) XA LTS 20, TS YIS O R (T 2F©
SO IS TG RS 7 FRIFCT =48 190 A

9, Wﬂ?’f (Repossession)


https://cms.rbi.org.in/

(P AITARIST ST TS Y FISTS JF6 MRATGOII BIAFF YL (re-
possession) YA ABGS FAL FERO! (M50 FAR G, AT §iST *ORATe MRfEds [
TR A FS {4 NSy AR(I:

() WL (NS A (NG AW STIIAT,;

(4) (PN ARZOTS (RIH* TATAN TSFF FAT (S ATS;

(1) PIfRFCRBT nee (NSTF *&fS;

() TS RIS / IR S ATAISITE AT ARITNER T OIS SIS (RS R
() ATARIOTH FHLA 2V FARF NFS; A3

(5) T~& R / TR *raife

2 YA TORAIT JF0 i1 ATARIOTN Gy SHNeAH FT =

8. ?‘fww (T YT AAIN (Lending against collateral of gold jewellery)

TS ST RTARTRBIR AP, (@ T WA 5P (@0 TSR A
AMNBI (A6 W GG TP IS WS NS WA YA FAE, (TN
S R0 S0 MRS R w8y AFE:

i. RBI O [NLIR® kyc fNTHRAT IARYSTT TP FT A8 (TR 20 SRITNG T
SR THNT 1S THG FfAres S7=g T4

ii. SRVPS TV TARNII JAFY YA NG
iii. T SARIT AR (N *6© A TNy oS A7

iv. ¥ AR NI (TGS ATHN G BT 537%], fRafNewnd (512 37314
e, SR FHHR AREFY G2 SIS AT NPT H R FIRT A TF NS Afefv—
M© AT FNST FCIRFONIT PTG T (TAI 2T F ATHOR SHNLS ST (W3, (5511
YT (AT Ff IR [IAINTS A 2 FAI I

v. 63 RROTR IS Ff TR TAIYON ANPF© =S

vi. AT AT FLOT CHLE T AR AN SR NS T @ e =0 [Namwg
SIRTLE AT ATARONF N (W6 (M8 (S [Nerw AT Fren e =@ o
[fSTe N PR AT AFFIT FAT HT® YRBR N A<]E (NATH GABIAN ST<ped

(FTNTATA ‘arm’s length’ ST IO 14T (S, TE N B (Fr 8 AT TorTyzs
WSS

vii. FETTTIR (TR ST 76 I (a1 B NIETTH ST Gy BT
RA— JF6 WP SR STAMANG A7 TWT JB0 Grory CHfd SAMAT)




viii. GBI (BTCAT FREATTT W= FAE T
ix. IHP A T (FITNG ({6 FOB WLAINS [NATNPIATA NI 2 [NATN 1 =)

x. IV (NP Gy aw@ﬁ’mwe S g2 NS MUCICTRIR S RS B RN [AS)
ERCTRAIEN] "jﬁ?ﬁ“f (mobilization, execution 8 approval) WY& TR

xi. T IH(HA IAATS AT NI CHLE TS A B ST R AT ST [317e
TATS AP H TS

S¢. (PR B0 (FIGF VAT (Review of Fair Practice Code)

TICAOR FETIRT STNCT TN (T A0 (FNG NLCAGN BT ]S ATO AT AT
(TCHICAT A FION TN TN T NOTATS AR




