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In the matter of-

The Br,anuh Manager,

I'{DFC Bank

lvlsti nagar, New ilelhi ,..Flespoildent No"I

The trrtanaging Director & SEO,

HDFC Bank Ltd.

hlumbai ...Hespondcnt No.3

FFCOnp pr gEgsEEtlll$G$

1. Hearing {|tr}:

1.1 A hearing in hybrid mode was conducted on'17.'11.2025 wherein the following
partieslreFlresenlatives urrers prese nt :

$hri Moh*n Kumar $ax*na

Versus

...Complainant

EiI,.

hlcl"

hlame and tsesignation ol the
Farty/Hepre$entative

Farties Mode

1 Ccrnplainant Absent NA

2 Adu. Ftishahh Raj Jain,
Counsel fcr Flespondent No.2

Respondent
No,I

Online

3 $hri Arup Ghosh,
Zanal Business Manager,
HDFC Bank Ltd.

Respondent
No.?

Online

4 $hri Varun Anand,
Hegi+nal $ales ildanager,
HDF,C Bank Ltd.

Fle*pondent
No.2

Online

J*^*^-.r.1^*lc i'l r ne

Date: 25-05-2026



President, No,2
Legal Head,

HDFC Bank Ltd.

2. Froceedings of the hearing;

2'1 At the outset, Learned Counsel appearing lor Ftespondent No. 1 submiSecj
that, in compliance with the earlier directions of this Court, ttre Flespmdent Bank
engaged with the Cornplainant in May 2fr24 for the purpose of exploring the
processing and disbursal of the sanctioned loan facility. It was submitted that the
loan had originally heen sanctioned during the period of the ComplaiRant,$ se,rvlce
after completion of the requisite credit appraisal and verifi*ation formaliiles"
Houuevar, according to the Respondent, the disbursal pros6$$ coulr3 not be
completed as the Gomplainant allegedly deelined to furnish the first EMI cheque,
which wa$ stated to ire nes*ssary for capturing banking details a*d updating tl-re
ACH mandate, particularly sinco the Complainant malntained his accsunt with the
State Bank of lndia and not rryith HDFC Bank.

?"'2 Learned Counsel fsr tespondent Na. 1 further submitted that, purcuant to ll-re
directions issued by tlqis Gsurt, the Respondent again approached ttre Complainant
in May 2024- By that tirne, ths Complainant had retired from service a,nd haa
commenced receiving pensionary benefits. lt wa$ stated ttrat the Flespondelt
sought certain u$ated documents, incXuding the KYC docurnents of the c$-
applicanl, namely the Complainant's wifen since the pension arncunt wa$ being
credited into a iaint bank account, According to the Respondent, tfre requisite
documents were not furnished despite requests, and csn$squently, the loan
proce$$ could not be re-initiated.

2'3 Having heard the submissions advanced on behalf of Ftestr*ndent No. 1, and
considering the grieuanse raised by the Compfainant under the provisions of the
Flights ot Persans with Disabilities Act, A01q this C*urt is of the view thflt a cleilr
and comprehensive factual position is required ts be placed cn ,r**+rd irr order t*
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$ales Manager, No.1

Product Head,
Personal Loan,
HDFC Bank Lr#.
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a



en$ure transparency, procedural fairnes$, and effective adjudication cf the issues
irrvolved. Financial institutions are expected to adopt a faiq rea$onable, and non-

wrth the object and mandate of the RpwD Act, 2016.

2.4 Accordiftgly, this Court recomrnends Respondent No. 1 to file a
somprehensive written status report setting out: (i) ttre complete factual
background relating to the sanction and proposed disbursal of the loan; (ii) the
steps taken by the Flespandent pur$uant to the earlier directio*s of this Court; tiii)
the Cevelopments subsequent to May 2024; (iv} the presenl status of the loan

appticationlproce$$; and {v} ths conclusive findings and decision of the
ftespondent with supporting documents, if any.

e.5 l-earned Counsel for Flespndent No. t undertakes to file the aforesaid

ccnsolidated status report within a period of turro weeks from the date of ttris Order,
wilh an advanse cspy to the Gor"nplainant.

gl,*2_.lk
I

{lpsita illitra}
Dy. Chief Commissioner


