RBI (UCBs — Responsible Business Conduct) Directions, 2025

3 Directions AHIH UCBsal clo] U3 B el AHl Customer Service, Customer Protection, Financial Inclusion,
Payments, Deposits L8l Responsible Lending il &2 33|l AcltHl el 8.

RBloj clclMlol 480U 1 YALES, 2026 YLl Uude $AAG B.
ARt Rl - Wl Hocayyl yawil
1. Boarde{l %cllolel]

Board¥ YE 3 Business Conduct ol GrlH Customer Service HIZ Policies A&l Review Mechanisms U [Acl s2cll
B EA.

ol Aell Heetyl Policiesal Board sl HR scll S

Customer Compensation Policy — Jll&S AUlclR (A

Cheque Collection Policy — 8 clyCllcl ollQ

BSBDA Policy — BSBDA Ullcll {dle{l «{l[a

Service Charges Policy — Acll ACs olla

Penal Charges Policy — ESLHS CS oA

Settlement of Claims Policy — ElclixAlell [Astctell o{l[A

Safe Deposit Locker Policy/SOP — Safe Deposit Locker L] Policy/SOP

Customer Relations & Protection Policy — U165 it Aol JUlss YrE&l ol

Floating-rate Loan Reset Policy — Floating Rate Loancll Reset el oA

Branch Insurance Policy — 21U L @

Employee Conduct, Recruitment and Training Policy — s1ARL BRAULR, Rl wa el A

Customer Liability for Unauthorised Electronic Transactions — %el(dlsc 8As2As calcsl HIZ Alesell
gl ELZ] well ollld

Fair Practices Code for Microfinance Lending — Microfinance Lending U2 Fair Practices Code

Boardd UHAAR (Aol cltetcllell dlaw sl 15

e  Customer Service;

e Unclaimed Collateral;




e Accessibility;
e Unauthorised Electronic Transaction Cases.

2. Customer Service — {1l BUARAS LA
UCBA YRR 59 SN 3:
Branch 6ltl &clloll UHA USAL 81%R UAAL dAHIH AUESlal Acll AUAHL A,
HecY@l Transactions Hl2ell Time Norms 2UWHLHL g2lclalal Q.
Counters UR Ycll UHIQHL Staff GUEGH Q8.
Emponeesa Identity Badges ygdl.
UHAULAR Job Rotation ScUHL ALA.
Emponeesa Customer Service ol Induction Training AU HL L.

Customer Service Performancer Monitoring $cllHl AL,

BranchHi YRell 202, 2elRe9ctl, Ulelle] Wil da yoed YAurd Guasd slai.

Security Arrangementso{l AHAAR %{lﬂ&LL gcllHL LA,
%l A9] US Ul BranchHi “May I Help You / Enquiry” Counter &lcll 1¢S5,
3. Transparency & Disclosure — Ul? el ua l-ll[zscﬂ 32 sl
€35 UCB Comprehensive Notice Board sl0lclg] &5, Bui Hecclyel Hiledl eallctcuni 2

e Banking Hours / Holidays;
Interest Rates;
Service Charges;
Customer Facilities;
Grievance Redressal;

U Se@ald Disclosures.
el 2ure; velctot; AR A Buctoud 8l S SA.
l HUB AL Bankoll Website UR Rl 20921 3lA Guctotl dlcl WA,
4. Service Charges — W&l l-lécCU-LQi

Service Charges:




atesoll (Reasonable);

(TR IENTEXS (Cost-based);
URELLS (Transparent);
AESA WIUG QL s

alall SN,

YN Banking Services Bundled Productsoll 61812 Ul cltesoll Charges UR Guctot Slcll e,

WY s3la Rural Customers; Pensioners; Senior Citizens HI2 Service Charges Y GelR/alsoll gutal A,
Service ChargesHi %212

Service ChargesHl SIEFURL cltll] WA 312 scll HIZ AHL 3L 30 (B ade{l 2ouBl Notice Ul
%331 B.

LS Notice Period €M 2Ulet:

o X512 sRalell Al

o Sl8SURL WL (Aell Banking RelationshipHidll ¢islR o{lsncllall
(Ascu AU S\ S,

5. Fraud & Unauthorised Transactions

UCB WA o{lAcll cilotcdl weslelall HI2 AL Systems Slcll HLESA:

Fraudulent Opening of Accounts;

Accountsell Fraud M2 Conduit 313 £3U=oL;
InstrumentSOj Fraudulent Encashment;

Unauthorised Electronic Transactions.

ol Bankoll @t &lal cll ALesA SE cliel/Asilclas (Acol sl (Asil (without demur) ALOLAR WU HSA.
Mc'l@fgd Electronic Transactions H1& RBI 621 (AR customer Liability Frameworko] UQl UlClel 53¢ A,

6. Financial Inclusion & Accessibility

UCBW AHI%all i cdll HI2 Banking Services YL tlal A YA 54 SN, UL Persons with
Disabilitiesell URL UHLA2L AlA B.

Hecayel WoLAl:




BranchHl Ramps / Accessibility Qj[a.ﬂl;

Accessible ATMs;
Talking ATMs / Braille Keyboards;

2190 Customer Assistance;

Financial Literacy e Customer Education.
Board® AccessibilityHl A YollQoll amaA? uHlen scll S\,
7. Depositor & Account Protection — ALURBLELR A el YRE&

Nomination Facilities — sl a2let YlAtL:
€35 U2l Deposit AccountHi Nominatione{l YAl ANl Guasu s2uccll ASA. JYlssa
Nomination $2¢ll, Al $%l2 $cll WUcll Nomination 2€ $cll i Ao U et MU ASA.

Deceased Depositorsail Claimse} Settlement — vlcllol WAL AUBLERL Elcillall [RAslct:
AULURLEIReL Wcl¥Ulel ILE Nominee/Survivor Ul WA ELAERA sH Anclcllil Uollaus [Qcol ¥
Y&l ot ucll ASA. o} reIo(l HERISL AU Wlctiell Board-approved Policy 46l Elcllell AHAUR
[@Astd 5l A,

Survivorship Clause tRLclcll Joint Accounts — Survivorship ClausecllUll Joint Accounts:
“Either or Survivor”, “Anyone or Survivor” adl? Survivorship Mandate ©2Lclcll Joint AccountsHl
surviving account holderal Gll9] 203l Yool viclell 81 Anctalle(l Ul AN clettacll A, A3

Joint Account VLAl cdrid &Slal Survivorship Clausee(l AU U UR AHstalll HEA.

Inoperative Accounts — (%20 viLcli:

ciott yHA] ALes slRl 518 Customer-induced Transaction o YA Wiclial RBIo{l SlotclteS Yool
Inoperative 33 ad(lsdl scll AFA. ULl vildial $3| Active sRcll M2 AULesA UM YlBAL A
o2 Hleglot vllug AleSl.

Unclaimed Deposits — £lcll cldlRe{l &ALuL:

clolt yHadl etal adtk udcll aruellell q0au 53l 092 A unclaimed Deposit 33 co{ls:wL s
AU, AULesUsLofoll 5ERA Ll M €Ll Sl MRS U Aol WUABBRS AUl GUEGY
sl A,

DEA FundHl Transfer — DEA FundMl 25Mo] gl $R:

RBIo{l cld] AoLelleS Yool [AuilRd uMaouo Yl etal cdak ¥l AUBlA Depositor Education and
Awareness (DEA) FundHl AHAUR glotsR scll AU, %13, DEA FundMl 5M 2l UL dlAL GlLE
UQL WAL ALUBLELR/ELAERA €l scllel YlAul Gucton @ B.




e Customersel Claims H(2 Access — l&Slal €lcll s:clle(l YlAuL:
ol eS| WA AMell SlAZUR §5EIRA Unclaimed Deposits UL Aol ULA Claims HI R0,
wReds ual AesHA uBa uucl RSN, Bolla2As £xcllA%] AUl YUBaALHS AdRAW Qe of
sl SSA.

Safe Custody e\ Locker Facilities — A GULH . %ML Aol Al YA

Safe Custody Articles ¥l LockerHl outcltii AAl drqile(l Yau 12 09t [A=i2QY, Dual Control,
Access Records 3Ll Periodic Verificationo{l c2lclzell lcll 85, Locker }ci@cl Allotment, Operation,
Nomination, Death Claim ¥lal Surrendere{l U(Z2ul 2Ur2 e RBIo{l HER(SL vfUR Elcll HSA.

Hecalyel Rsid

Genuine Claimants MI12 ¥ellcl2as Procedural Hurdles GLeil ¢l A8 o8l

wld AU ELAEIRSL Claimell [ASIAML Aallalads £l WUl YSalHs AU Blell ot scll A,
8. Responsible Lending — % dlGLELR [D.?ll?,l

Fair ol Transparent Lending Practices — o2l12[l Wal WRELS [Q?LQ[ RLASLR

e Loan Termso{l ¥U¥ ‘XlQlSlﬂ:
Alotoll REH, RUFER, YE, &lcll, YRE&lL/Collateral, AU ARl Ua O] UScl (Ul 2ure WA

Aot 1R 5cll USAL Borroweral Ul . Borroweral Alotoll AYEl B Ul Asll
A LELS UL AUMLHL M Hostalcll ae5A.

Key Facts Statement (KFS):
2| RBloll (A3 ¥ AL9] U Ul Borroweral Key Facts Statement (KFS) Ud] &5, BHi Alotoll

Hul ollULSlA A Bed HeYRl (A ARl uMe st A A ealaauui wd. krsHl
galacll HU@l Borroweral Aot ISl Udcl 21 (ALl AcuHl HeEE3U Ul ASA.

Interest Rate Wal Chargeso{l aure AL

Aol UR ALd] USAL Interest Rate, Processing Charges, o2l Fees ol Woll Ay@l el wreds wilddl
Borroweral HIUGYL wucl KA. 5 WAL AU UG o QUAAL AT ayetal ol
RS,

Transparent Penal Charges:

Alotofl 2Rclotl Gecitlol aal YsaRlHl (35lce HIZ Ald] USdl Penal Chargesoll HUEAl Alot
gl 1l ;U Ul g2lacll . Penal Chargesell GURNIL €5 313 URENS A U ASFA Wa
Aol AU A adulRlell wlds Aadaletl Aol d3} of ciucl ASA.

Borrowers ¥l& Fair Treatment:

MM Borrowers A& o], AHlot Wl UcHlol%ols cAsR 5 BSU dal Alotoll U3, 2R,
5




Ayl A Ao YlsAHL 518 Aeallal ¥ w0 ccdol ot Ug RSN, Borrowersll YBclAl wa
gl 2092 A dieflal (A0 wWofUR Bela A HSA.

Floating-rate Loans™l %28@. [J A% Communication:

Floating-rate loanHl Interest RateHl %23[2 L2l LR Borroweral doll Sl?Qn WA EMI/tenure UR adl
UUR VA UHAUR ol AU 13l 5l HSU. A9 USAL RBIsll (UM Yos0l Resetoll WU A
GUAcdd ([QsEQ UL Borroweral dHostelall %1ESA.

Al Reset / Switching Options:

Floating-rate loanMi CAULBER UECIAU RUIR, ¥l AR, US Il Borroweral EMIML $2812, TenureHl 32812
Wl Aol BUACH Switching/Reset Options 1L 200 HI@l vutuc(l A, atcll @Qscdlell ulsau,
ARAl A ALLAL U Ul uRels IlA wbllalal SN,

Responsible Recovery Practices:
Alotoll aycltet £2N2Uot Borrower U [Qrctolg, su2ll Wl UoHlot%ats RUaASR $A HEA Ul

5185 US|, 32Actolld Wl WARU EWIRL ot 5 AU, Recovery HI2 BankW [AullRd staelsla
U.@Rll, RBIo{l %iﬂfrllbn U Wltell Board-approved Recovery PoIicycj ULl 82{4; ofeS .

Hud & A B &

Loan <1512 cll U3EL Borroweral Loane{l clikcl(As (51l (Actual Cost) dall doll Hecayal 2Rl AyLiudl
UAHAAL.

9. Board-Level U2 Wl Moyl yaLll
BERTE Board¥l 9 Y[R 529

Customer Service (@M Monitoring ol Ut YR

Service Charges alesoll, wReels wal WouBel al scl

Customer Protection Bankal 5120 Al ¢ M2 2092 Compensation
Fraud HX Y Preventive WA Monitoring Systems

Digital Transactions A2 Customer Liability Framework

Financial Inclusion  lHUH &Sl HI2 Accessibility

Depositors Claims ol Unclaimed Depositse] U201 Settlement

Loans Fair, Transparent ol Responsible Lending




Employee Conduct Training, Job Rotation el Customer Orientation

Disclosure Updated Branch Notice Boards ol Website

Grievances WUSRS Mol AHUNG Grievance Redressal

ASs cllsAHl AR

“¥|| Directionsell Hu %q A B ¥ uce Wdtell Banking Business stHo(131 Fair, Transparent el Responsible
A 52 Aal Aell JosMl AESe] (3ct, Accessibility, Financial Inclusion dl &l Unfair Practices®ll 16Se] 2810l 23.”

01 UMM

“Jles AL AR ddol, WRES caAdsIR, cleoll Charges, FUlHUER (ARG, AN sRaAE [AaRY AUA €35
ol HI2 Banking Servicese{l YLl — Responsible Business Conductell Ju2l lltlRxclell B.”




