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HRA HER/Government of India
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5" Floor, N..S.D. Bhawan, G-2, Sector-10, Dwarka, New Delhi-110075; Tel.: (011) 20892364
Email: ccpd@nic.in; Website: www.copd.nic.in

Case No. 13658/1131/2023

Date: 25-05-2026
In the matter of-

Shri Mohan Kumar Saxena  ...Complainant

Versus

The Branch Manager,

HDFC Bank

Moti nagar, New Delhi ...Respondent No.1
The Managing Director & CEQ,

HDFC Bank Ltd.

Mumbai ...Respondent No.2

RECORD OF PROCEEDINGS

1. Hearing (il):

1.1 A hearing in hybrid mode was conducted on17.11.2025 wherein the following
parties/representatives were present:

Sl. |Name and Designation of the Parties Mode
No. |Party/Representative
1. | Complainant Absent NA
2. | Adv. Rishabh Raj Jain, Respondent |Online
Counsel for Respondent No.2 No.2
3. | Shri Arup Ghosh, Respondent | Online
Zonal Business Manager, No.2
HDFC Bank Ltd.
4. | Shri Varun Anand, Respondent |Online
Regional Sales Manager, No.2
HDFC Bank Ltd.
5. | Ms. Nalini Joshi, Respondent | Online




Vice President, No.2
Corporate Legal Head,
HDFC Bank Ltd.

6. | Shri Richesh Bajpai, Respondent | Online
Area Sales Manager, No.1
HDFC Bank Ltd.

7. | Shri Pankaj Nahata, Respondent |Online

Product Head, No.2
Personal Loan,
HDFC Bank Ltd.

8. | Shri Rajendra Singh Rawat, Respondent | Oniine
Product Manager, No.2
HDFC Bank Ltd.

2. Proceedings of the hearing:

2.1 At the outset, Learned Counsel appearing for Respondent No. 1 submitled
that, in compliance with the earlier directions of this Court, the Respondent Bank
engaged with the Complainant in May 2024 for the purpose of exploring the
processing and disbursal of the sanctioned loan facility. It was submitted that the
loan had originally been sanctioned during the period of the Complainant’s service
after completion of the requisite credit appraisal and verification formalities.
However, according to the Respondent, the disbursal process could not be
completed as the Complainant allegedly declined to furnish the first EMI cheque,
which was stated o be necessary for capturing banking details and updating the
ACH mandate, particularly since the Complainant maintained his account with the
State Bank of India and not with HDFC Bank.

2.2 Learned Counsel for Respondent No. 1 further submitted that, pursuant to the
directions issued by this Court, the Respondent again approached the Complainant
in May 2024. By that time, the Complainant had retired from service and hag
commenced receiving pensionary benefits. It was stated that the Respondent
sought certain updated documents, including the KYC documents of the co-
applicant, namely the Complainant's wife, since the pension amount was being
credited into a joint bank account. According to the Respondent, the requisite
documents were not furnished despite requests, and consequently. the loan
process could not be re-initiated.

2.3 Having heard the submissions advanced on behalf of Respondent No. 1, and
considering the grievance raised by the Complainant under the provisions of the
Rights of Persons with Disabilities Act, 2016, this Court is of the view that a clear
and comprehensive factual position is required to be placed on record in order to



ensure transparency, procedural fairness, and effective adjudication of the issues
mvotved Fmancsa! institutions are expected to adopt a fau' reasonabie and non-
with the ob;ect and mandate of the RPwD Act, 2016.

2.4  Accordingly, this Court recommends Respondent No. 1 to file a
comprehensive written status report sefting out: (i) the complete factual
background relating to the sanction and proposed disbursal of the loan; (i) the
steps taken by the Respondent pursuant to the earlier directions of this Court; (iii)
the developments subsequent to May 2024; (iv) the present status of the loan
application/process; and (v) the conclusive findings and decision of the
Fespondent with supporting documents, if any.

2.5 Learned Counsel for Respondent No. 1 undertakes to file the aforesaid
consolidated status report within a period of two weeks from the date of this Order,
with an advance copy to the Complainant.
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{Ipsita Mitra)
Dy. Chief Commissioner
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