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Introduction

=g

As per Chapter VII, of the RBI Master Direction -
Reserve Bank of India (Non-Banking Financial
Company - Scale Based Regulation) Directions,
2023, RBI/ DoR/ 2023-24/ 105n DoR. FIN. REC.
No.45 /03. 10. 119/ 2023-24 dated October 19,
2023, the Non-Banking Financial Company’s
(“NBFC”) having customer interface shall adopt
the guidelines on Fair Practices Code.

R3S TeH S - URdlg ford s (R-SfT
foha ot - it snerfa fafem) fexn-Rdy,
2023, SR ATS/SI3MNHR/2023-24/105T7
SlllaR. THSHEEA. 3RS HHG 45/03. 10.
119/2023-24 f&HAi® 19 SfagsR, 2023, & &A™
VIl & SIOR UEH by @A arat IR-afdh
fa<itg ot Sfd aeR dfedr wR fezn-fAd= &t
ST

Fincfriends Private Limited (“FF” or “the
Company”) is a NBFC registered with the
Reserve Bank of India (“RBI”) is presently
engaged in the business of providing unsecured
personal loans to its retail customers. In
accordance with the applicable
(hereinafter defined), the Company has framed
and adopted this Fair Practices Code (“FPC” or
“this Code”) which sets the fair practice

standards while dealing with its customers.

laws

frathey urde fafics (weue a1 aur)
YR RSd dF ("SRSME") & I Uslipd Th
TIEUHY € S IdHE & 30 WeRT (retail) AEHT
B IRRFET AfarTd HT 37 HT T BT g1
AR], B (3P e TRHIE) F SFgER, SO
3 39 Ifud gaeR Wfed (‘THUR 1 ™
dfgar) &1 ®R f&ar ¢ SR SOl § S 39S

GRT 304 UeHI & 1Y R Hd 9T AT
S 9 3fd TaeR AHe! 1 RuiRd dat ]l

The Company has adopted this Fair Practices
Code for its digital lending operations which
intends to provide assurance to all the
borrowers of the Company’s commitment to fair

PHUAT A 30 fSiofed BUr YT & ol 39 Ifad
IagR dfedt & AR g1 39 Hfd &1 3T
U & I YRSl & 39S ARG -
3 ¥ Hot 3t e aeR SR IReRfG & ufd

dealing, and transparency in its business | gfgggdr &1 Y™ 1 gl
transactions.
Applicability ST

The FPC shall apply to all the products and
services offered by the Company through
Company’s website, mobile applications or by
any other means.

THUR $U4t H] dadTse, HieRsd Ui aT
Pt o Hiegw ¥ $u-t gRT U fbw @ et
el 3R Jarsft W Ay geft

The Code shall apply to all the employees, its
agents, representatives, third party vendors,
service providers, Directors of the Company and
other persons authorised to represent the
Company in its normal course of business.

g dfedt HAAT & Tt HHARGl, TP Toid),
yfafAfery, TR uer & fadsarati, Jar verdrsf, o=t
F Rl 3R HH-BN FI IR BRI T
SO BT UG $A & T sfdipa o wft
fgadl W AR gt




The Company’s Fair practices code shall apply
across all aspects of its operations including
marketing, processing,
servicing and collection activities.

loan origination,

Hu Bt I HagR fgd fauu (@rbieT), BT
39d araq & gt gggelt W ar] giftl

Regulatory Context

e w@ed

This Code
documents published by regulatory bodies

takes into account regulatory

(referred as ‘Applicable Laws’), in particular:

gg dfgdl foRly wu ¥ Fame Herl (dn] S
& wu & deffa) gr1 ueiRd Fame gwadel
P IIE T &t | -

3.1

‘Fair Practice Code (Chapter VII)’ under the
Master Direction issued by Reserve Bank of
India (Non-Banking Financial Company — Scale
Based Regulation) 2023, as
amended time to time and applicable to NBFC-
ICC;

Directions,

HY-GHY R HT SR TeUHH- e W
] YR fYord da (TR-afd fa<itg ot - goft
smetia fafrade) fe=m-fMdwr, 2023 gRT 9IRT we™
Adw & ded IR saaer WfRdr (sreEm iy

3.2

Guidelines on Digital Lending issued by Reserve
Bank of India vide notification RBI/2022-23/111
DOR.CRE.REC.66/21.07.001/2022-23 dated
September 02, 2022, as amended time to time;

SRET3ME/2022-23/111
Blafem. Hems. 3RE.66/21.07.001/2022-23
feie 02 RdeR, 2022 & mem ¥ fefoea »u
W feer-fdy o feu U, S g9e-aHa W
JNfd fbu g

3.3

Guidelines on ‘Fair Lending Practice - Penal
Charges in Loan Accounts’ issued by Reserve
Bank of India vide notification no. RBI/2023-
24/53 DoR.MCS.REC.28/01.01.001/2023-24
dated August 18, 2023 along with Frequently
Asked Questions thereon, as amended time to
time.

IRET3ME/2022-23/53

Bl ufiuy. 3RS, 28/01.01.001/2023-24
feqie 18 oM, 2023 & dgd SR SUR
gunferdt - 0T Widl § SIS Fedb' W ORY by
MU femn-Fcw, oife Tro-aag R S=ifd feu
M 3R 3T I W IRR q@ 9H a1 Uyl

3.4

The Reserve Bank - Integrated Ombudsman
Scheme, 2021 dated November 12, 2021.

i 12 FdR, 2021 3 Rod §F - THiPpa
AIHaTd dror], 20211

Relevant Documents

IR R C R G

This Code shall be read along with the following
policies of the Company as amended from time
to time-

e Interest Rate and Charges Policy

39 Ifedl & IHI-GHY TR IS HUAl B
fofafRea Hifaal & i ggr S-

o N R 3R YP Afd
o Riema Faro Hifd




e Grievance Redressal Policy
e Privacy Policy

e Loans and Advances Policy
e KYC & AML Policy

o TUHRAT Hifd
e BU 3R AU (advance) Hifd

o B 3R TTATA Hifd

Objectives

it

The Company has put in place the FPC with an
endeavour to achieve synchronization of best
practices when the Company is dealing with its
stakeholders. The primary objectives
adopting the FPC is as mentioned below:

for

a. To promote good and fair practices by
setting minimum standards in dealing with
customers;

b. To increase transparency so that the
customer can have a better understanding
of what they can reasonably expect of the
services;

c. To promote a fair and cordial relationship
between customer and the Company:

d. To ensure that the products and services
meet relevant laws and regulations in
force in India;

e. To foster confidence in financial services
system.

& HU 3 fRAURST & WY Ao PR W

B g O waraw yonferdt & Wi &Y I HRA

F YN & I HUN A UHURR arg &gl

THUNT &I 3O & UIfie I i Idg T

g

a. TEH S Y TR0 H YAqq A Fuffed
ISP B AR e yonferdt HY Fgrar &,

b. URERIAT ST difd TEH! &I 39 a1d BI
IR U T 9b [ I SOl B Jarel ¥
Tgfad U 9 1 U H Thd ¢;

c.  UED AR B b s e 3R Gyl
oY BI ggrar o

d. g% gRRE &A1 6 Idg Td Janw yRa #
quao—{é%';

e. faxilg a1 yumelt ¥ fay™y &1 dgmar &A1l

The
management are responsible for establishing

Company’s Board of Directors and the

practices designed to ensure that its operations
reflect a strong commitment to fair lending and
that all employees that
commitment.

are aware of

HO BT MRS H3d SR Uey= I8 gAYd
& forg yunferdt @1 fEWTs" P4 Td A A &
e RomeR § [ St &1 Jerem P wor 29
¥ T T Aol Ufiesdl ®f aRIfdl § 3R HUA
& off HHaRl 39 dfdsgar 4 wel-uifd siava

gl

Non-Discrimination Policy

WGUE IAgd =it

The Company will not discriminate between its
customers on the basis of gender, physical
ability, race or religion. The Company will also
not discriminate visually impaired or physically
challenged applicants on the ground of
disability
facilities, etc. However, this does not preclude

in extending products, services,

the Company from participating in credit-linked

S U UeHT & &1 o, RIS evan, a
7 o & YR W I3 VUG g BN B!
Idrel, Gars, gfawrst s & Ugq & H
famaiar & SMYR W IR a1 IRINRG T4
Y feai emacel & It B WeuE Tl
PN gIaifp, T8 HUAT B U & HHSR Gl

¥ fau s T IR Hfec-fies diommsi




schemes framed for weaker sections of the
society.

(credit-linked schemes) T Y o= o ﬁv_g)'_vr aff
gt Aar g

Applications for loans and their processing

B0 & fC 3deT wd 3Tt Ui

The Companyisinthe business of digital lending
and offers unsecured loans to its customers.
The Company provide loans through Digital
Lending Applications (“DLAs”) either owned by
the Company or the third party. The Company
shall ensure that such DLAs shall disclose the
name of the Company to the borrower as lender
and such DLA’s names are disclosed by the
Company on its website.

bl e Hu1 ¢4 & FawE H § SR
U UEHT Bl SRRAET BT Y w3l &
g dl e & A1 bl IR vy & @i
fefoca dfén iz (Suau”) & megw
HU UH FRdl 81 HU a8 R Huit fF W@
B IURGA! I BUGH & ¥4 § HUA &
I HT GART B[ 3R HUA U Shuau & Tt
P T dEUEe W JGARI B

@i%rﬁl

The Company shall ensure that all
communications to the borrower shall be in the
English language understood by the borrower.
For this purpose, the Company shall obtain
relevant declaration from the customer towards
the language understood by the customer.

HU g8 GART SN S IURGAT & T gH
g gt darg SURGAT gRT IHS S arelt Sfsht
yror § 811 39 IR & oY, HU e ¥ 39
ot § Uifie Bon o Bl R Uew
gAY g1

The loan application form of the Company shall
include all necessary information that may
affect the interests of the borrower, so that a
meaningful comparison with the terms and
conditions offered by other NBFCs/Financial
Institutions can be made and an informed
decisions can be taken by the borrowers.

FHUt & BT e U & d Ut Iad THBR!
wiya gft, o SuRedl & fal & uHifdd &R
yafad et ud w6l & Wy vw 9 e &t
S 9% SR SURGASH GRT T Arar-gaen o
foran s 9o

The Company shallindicate onits website, oron
loan documents, as the case may be, complete
list of documents that are required to be
submitted by the borrower along with the loan
application.

U U JgISE W, TT BU A W, oI

W T &), 37 G axadel @ o g exifu,
O BT offded & I IYRSBA gRT Tgd fbar
SHT A gl

The Company shall provide an
acknowledgement for receipt of all loan
applications through appropriate mode

indicating the time frame within which the loan
application will be disposed of. The applicant
may also know the status of the loan application
by calling at the customer care service of the
Company.

U UH qgfId meEd § 9 B SdeAl $t
Iy & o T Uradt Ued &l o 39 I8
T HT Ik g o HiaR BUr sfded @1
fAuem far S 3Mded HUA B Ued Jdl
R BId BRp W BU 3ded H1 U &1 gar
A Ghdl gl

The Company shall verify the loan applications
within a reasonable period of time and if
additional details / documents are required, it




would intimate the borrowers immediately. In
case the loan application is not approved by the
Company, the borrower would be intimated
about the reason/s for such rejection on the
digital platform

Ta=geHdl Bidt 8, df U8 IYRGAISH HI 3qF IR
T g&d gfad il afg B 3Mded dul gRT
AT 8T fovan e §, f JURDd! Bl feforea
WewH R T RdAlPld & HRUGRUT & TR
| gfed fobar smem

Loan Appraisal and Terms & Conditions

FUI BT Jlied MR a9 wd 3d

All loan applications shall be evaluated by the
Company on the predefined eligibility criteria for
the financial products on the basis of the
information and documents provided by the
applicant. If required, the Company may verify
all or any information/ document in a manner
permissible by law. The Company shall obtain
one-time consent of the applicant for verifying
the information/ documents of the applicant.

DU GRT FHt BN TG BT Hedih 3fdah
R U&H @ T8 JHSRT 3R TwWas) & YR
R foxfia Iagl & fae gd-Refa s amest
F IMYR W fpa1 ST AR SMavEe Usd g,
U B GRT A dlb ° It a1 foddt
ff TFHRY WA & AT B GHdT ol
HUA MMAGH DI TFGRISIAS B JATud
PR & [N 3fded &t TP IR DI Hguld U
Uil

Upon loan the
Company shall convey in writing to the borrower
the amount of loan being sanctioned by means
of sanction letter and Key Fact Statement
(“KFS”) which will include the terms and
conditions along with annualised
interest,
grievance redressal mechanism, cooling off
period and method of application thereof. The
acceptance of these terms and conditions by
the borrower shall be obtained online and shall

be retained by the Company in its record.

approval of application,

rate of

tenure, recovery mechanism,

Bl 3dG BT AR BH |, SOl IYRSGAl
o Wefd 17 R 77 aw Ao & e ¥
Wpd fdy o1 w® Hu # IR fofed s &
A, o Iffe =N @R, B B FRAG,
Repadt Abfe (), Riemad R @3, g
3 i iR SU& Sided &t fafr & wmy
o wd =d e g1 Ul gR1 URGdl 9
g ot e waf @ Wield effqaga ura &t
STt SR HUA Y oge Rapid # WRfda x|

The Company shall mention all fee and charges,
including the penal charges levied for late
repayment, in bold in the loan documents.

SHUH R F YIAH & T T ofF a1 dSldAd
Yeb Ifed THt B 3R Yeob! BT BU &St
T Hic 3eRl ¥ I Bt

After the execution of the loan documents, all
the borrowers will be furnished a copy of all the
loan documents through SMS or e-mail on the
contact details provided by the customer or via
mobile application.

HU qXIaS & e & a6, 9 IURSdrsi
P TEH GRI Yed fPu T Iudh fawRo W
TIUHTY 1 3-9d & H1eOH § 7 Hiesd URibe
& " ¥ it B gIaES & Th Ul UeH
Camsieil

Disbursal of loans including changes in Terms

fram wd vt A uRada afga ol &1 w@fazor

& Conditions




The disbursement of loan will be done only after
the loan is approved and terms & condition of
the loan is accepted by the borrower. The
Company shall disburse the
directly into borrower’s bank account.

loan amount

FU &1 AR HU Wipd g+ 3R B & a0
Td [l P YRS gRI WIHR fbT IH & 1
g frar S o Hwor iy @Y SuRedal &
do @ § dfaaika s

The Company shall give notice to the borrower
of any change in the terms and conditions which
are impacting the
disbursement schedule, interest rates, service
charges,
Changes in Interest rates and charges shall be
affected only prospectively and a suitable
condition in this regard shall be incorporated in
the loan agreement

borrower including

prepayment charges, fees etc.

FHUN YRG! P! gl Td wd § gF ard $A
it gearal & SR H ey Fh S IuR®ar &I
U PR B 8, o WfaRur o, =t <R,
Jdq1 Poob, TE-YTAH Yo, BIY 31 i Bl
N R AR Yol | URadd dbaa Juifad w9
T (prospectively) UHTRId 81 3R 39 T&y & T
Iugad T B JASG H AT B S|

Decision to recall/ accelerate payment or
performance under the agreement shall be in

A & ded YA a1 UYSRE & 9o an
(recall)/ GERCTEH (accelerate) @I faufg o

consonance with the loan agreement. ;p:@ﬁ ¥ 3T g grm

10 Privacy and Confidentiality o siR Tuefaan
The Company shall treat the personal | $UHl IURBAS &1 AfddTd THHRI BT Aol
information of borrowers as private and 3R Mo &t WE A ST A Mo-adr i
confidential. The Company has adopted the AUAE B S UEd H Wit Unife W
Privacy Policy that provides all the relevant | (disclosures) UaH It %I Eﬂf[ m%ﬁ aRT
disclosures to the customer including but not HTRH STITAHRT FT UHR, a8 m orge
limited to, type of data/ information required b

yp 1red Y| fre wew ¥ FaemeRt @1 I R S

the customers, the purpose for which the data/ !
information of the customer shall be used or | 91 € ST RICI % foran ofleT, d§ srafy
shared with third parties, the period for which | fS/Id forg TOT Sel/SH&®RT HU- gRT WAt ST
such data/ information shall be retained by the | 3fx AN BMAI & SFER URHI B Sudsy
Company and the rights available to the | 3R Tfaa % gdife Ug Fad gl dop difed
customers in accordance with the applicable TEQf %I TN o RT SU B Mugar iy @
laws. The Privacy Policy shall be reviewed and Tefler wd &Hﬂﬁ"c{:[ a7 STE| Jef ¥ e g
approved by the Board and available on the Y ST JeIEe W IUAH _@Tﬁl
website of the Company for reference.

(| Recovery Mechanism et ax

a The staff of the Company as well as the | ot & HHINGI & TYU-TIY B B T &

representatives of external agencies engaged by
the Company for recovery of loans shall be
properly trained to communicate appropriately
with the customers with due care and
considering aspects

sensitivity, such as

fore ot gR1 figed aed TRl & fafAfaal
DI D F WY JYFT ey Td agasiiaarn
F Y Iag IR & U TRHT F UT HA,
FIA PA F U, TeHh AFGRI Bt Aol 3R




soliciting customers, hours of calling, privacy of
customer information and conveying the correct
terms and conditions of the products etc.

UGl & gl M9 Td Ad FdMT o Uggett Pl
oM W F IR H Sfd wu ¥ uRifaa fea
ST

The Company’s collection policy/ process shall
be built on courtesy,
persuasion. The Company believes in fostering
customer

relationship.

fair treatment and

confidence and long-term

S B PpoewH i/ uihar RvRER, s

IER MR AT W ARG enftl HuH Weh-
fayra ok difaifere Tt &1 ggrar 37 & fayw
FR Bl

All the staff members of the Company or third-
party recovery agents shall follow the guidelines
set out below in collection of dues:

i. Customer  would be contacted
ordinarily on his registered mobile
number; or at the place of his/ her
choice and in the absence of any
specified place, at the place of his/ her
residence.

ii. Identity and authority to represent the
Company shall be made known to the
customer at the first instance.

iii. Customer's privacy shall be respected.

iv. Interaction with the customer shall be
in a civil manner and the customer
should not be called at odd hours i.e.
before 8:00 a.m. and after 7:00 p.m.

V. Customer's request to avoid calls at a
particular time or at a particular place
shall be honoured, as far as possible.

vi. Time and number of calls and contents
of conversation shall be recorded.

vii.  All assistance should be given to
resolve disputes or differences
regarding dues in a mutually acceptable
and in an orderly manner.

viii.  During visits to customer's place for

dues collection, decency and decorum

shall be maintained

U & G W Yo AT R U & agel

Tole 9% AW & FHawrE d A= R T

fe=mfe=n &1 ures S

i TRH U THG: 39D Ueiipd AERd
dR R YU fHar Swm; a1 IS Wi
F WM W AR feht Ay =E & eivma
¥, 396 o ®-F W

i.  HO B gl e B ugaE SR
IR Ted &! Ugal IR | o oar faar
STET |

i. ~ UED DI AN BT R FHH fHar S

iv. UE® & U 99 99 Wb Bl
St 3R TES H SNMREG AT (odd
hours) ® T &g 8:00 §91 ¥ Ugd 3R
H 7:00 I & dG HiA Aol B ST
EliEYy

v. ol 9% ff dug g, et o s
5l fdy =F R ®id ¥ T4 & "D
& RIY & G o Se|

vi.  PId ® 999 U9 T@I 3R 99 B
st (contents) Raots ﬁO'Q GITQ'PH

vii, g AR & Gey # fJarer ar Aqne
P TREORE FU F T W SR
AT Wb F g P & forg It
1IRgH GerdT & S AUl

vii. ST aYeH &b T UeD & VI R A
¥ IRA T TefFar iR RIPER 91w
G S

The Company and their agents shall notresort to
intimidation or harassment of any kind, either
verbal or physical, against any person in their
debt collection efforts, including acts intended
to humiliate publicly orintrude the privacy of the
customers’

family members, referees and

HO 3R IP Tole U HUT Il B IR
7 ot off aofed & oo Aafte o IRie
¥U ¥ fedt ot geR @ ymel a1 Idied @1
TeRT el o7, e grdee U ¥ Smafd
A T UEH! & UNAR & Ieul, AR Td




friends, making threatening and anonymous

calls or making false and misleading

representations.

At # Ao § cEd &, gmat U8R
AW Hid SRAT AT TTad 3R UTHEG &1 BIAT
e gl

Banking Financial Companies

e The Company shall ensure that prior intimation $HUl g8 {[ﬁ'@ﬂ HAN b aqrﬂ & 1%*1? IYREdT
of the details of the recovery agent authorised to I IUH HA & ﬁﬂ! G@qv_d aﬁfﬁ H@IE & faaRur
approach the borrower for recovery and any R I gH ard feet ot SqaE &t qz:‘ Rkl
changes thereon is given to the borrower. IYRSGA P &f ST

f The collections and Recovery Mechanism HUAT GRT  3{Uq™Er 1t HARA SR Rt
adopted by the Company shall be based on the ABfAeH @ we Eh"Ffﬂ Td Wi gonferl wR
legaland acceptable practices and be disclosed STYTRT EPITH AR gqg BU 3Mded & %@ *F w7
to the customer as part of the loan application. | & €% &I WY dR W I S|

12 Responsibility of Board of Directors feze dsa & IweR|

e | The Board of Directors of the Company has laid | HUI & HeR®H Hed 7 A3 & 3R ol ggfad
down the appropriate grievance redressal e R o Fufa fean %I gg dF
mechanism within the organization. The {Iﬁ'@ﬂ Fxal g & o 3| el dJwmst F
mechanism ensures that all disputes arising out yeIyeiRal & For ¥ I gH a1 ot faaraf
of the decisions of lending institutions' P HA I BY A A TR R SGISIIY 3R
functionaries are heard and disposed of at least e Sy
at the next higher level.

e | The Board of Directors periodically reviews the | A2 Hed IUI-90g R Uded & Qi R
compliance of the Fair Practices Code and the w” IfRg TAER ﬂ'%(ﬂ ¥ 3fUTe 3R Rrerag
functioning of the grievance’s redressal | R0 93 & HEPS B Tien &ar %| Q;ﬂ
mechanism at various levels of management. A | grfierral o) e gafera RO siefaiife snar o
consolidated report of such reviews shall be | i &) Ugd $t S
submitted to the Board on Half yearly basis.

13 Integrated Ombudsman Scheme for Non- | R-3f% fa=fta sufral & R vdled doura

QAT

The Company shall adhere to Reserve Bank —
Integrated Ombudsman Scheme, 2021 (RBI -
10S), as amended time to time.

HO THY-gHg W G Red dF - t@ied
AGUTA TISH], 2021 (SRS - ATSIATH) HT
LIcERCaUll

Under the RBI - 10S, the Company has
appointed a Principal Nodal Officer (PNO) and/
or Nodal Officer (NO) who shall be responsible
for representing the Company and furnishing
information to the Ombudsman in respect of
complaints filed against the Company.

IRASME - SME3ATH & qEd, FUN A TF UuH
BICSREIREIR (Principal Nodal Officer - Tﬂq:fﬁﬁ)
R Aed SfBRY (Nodal Officer - T3
fgad fear &, & ot & faas arR el

F Yoy H APUd B THERI UKD B 3R
HO HT UG & & Y IwRerh gl




For the benefit of the customers, at the places
where business is transacted, the name and
contact details (Telephone/Mobile number and
email) of the PNO and NO along with the details
lodging portal of the
Ombudsman (https://cms.rbi.org.in) shall be
displayed.

of the complaint

TEHi & Y & forg, o RFEl R ey e
AT 3, dgl AU & Rie™d o XA arel
uréd (https:// /cms.rbi.org.in) & fomu & 9
digast iR TS &1 AW U Tuh fIwur
@fw Hiega SR R Aqa) ueliq e
S

A complaint can be filed through any of the
following methods:

on CMS portal
https://cms.rbi.org.in.

e Online - of RBI at

e Physical complaint (letter/post) in the form
as specified to “Centralised Receipt and
Processing Centre, 4th Floor, Reserve Bank
of India, Sector -17, Vista,
Chandigarh - 160017”.

e Complaints with full details can be sent by
email (crpc@rbi.org.in)

Central

s Remd Fofafed & 3 5 ff &F ¥ oo

HI S gopal o

o AR - Rl & WuwHww Uicd
https://cms.rbi.org.in TUX|
URdm Red o, JgeR -17, dea faw,
FENTe - 160017" & ffdy wid ¥ fafga
Rremd (FFdRe) |

. Romd R TR & ¥ =W
(crpc@rbi.org.in) W i A ST ot &

The salient features of the Scheme are displayed
prominently at the offices and website of the
Companyin such amannerthata personvisiting
the office has adequate information on the
Scheme.

ISR R UHEA T4 WA & Y 5H PR
yelRfad @) St § & srafay & om o wfd
P 39 O & IR H gai IHaR i 99|
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Grievance Redressal Mechanism

The Company has in place Board approved
Grievance Redressal Mechanism within the
organisation which shall also deal with the issue
relating to services provided by the Company’s
DLAs, Lending Service Providers or outsourced
agency. The same is displayed on the website of
the Company.

SO 3 T iR OIS gRT Hed T
¥ Sludu, BU JaT verdmel I Meard Toidt
GRT UM &1 S aral Jareft I efd fawal 9
it Fgem 38 Ul Pt Jeuge R yeiia fean
T B

The Company shall prominently display the
following details at its places where business is
transacted:
1. Basic details of Grievance Redressal
Officer (“GRO”) be
approached by the public or customers

who can

for resolution of complaints against the
Company.

FHUAT, 3O I R W gl HH-BI fbar Srar
2, FafifEd Raxu @) ugear 3 yeikia sy
1. R e et &1 qa fawo,
o8 ST a1 e HU & EAH
?WM%WW%WWWW
|
2. Ofe Rremafadg &1 AR 30 &A1
D 99T G & faR T8 fHar 9 g,




2. If the complaint/ dispute is not
redressed within a time limit of 30 days,
the customer may further escalate to
the Officer-in-Charge of the Regional
Office of Department of Non-Banking
Supervision of Reserve Bank of India,
details of which are stated below:
General Manager

Department of Supervision
Reserve Bank of India,

10/3/8, Nrupathunga
Bengaluru-560001

Karnataka, India

Road,

@ TEs YRdE Reld dF & RS
g foum & &l srfag & gy
PR & U Remd O Tl g,
et faazor 2 adrn m g
HETIEYS

ggagor faum

YR Red §,

10/3/8, UL S, ITIS-560001
PHled, URA
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Language and Mode of communicating Fair

3R FaerR wfedr & WUt #=a @t umw

Practice Code

3R ATeaH

This code as established by the Company has
in English language as
understood by its customers and is based on the
guidelines as outlined by the RBI, the same is
approved by its Board of Directors.

been documented

el oM Gl ol wiwr # yaRad
(documented) f&aT T 81 U8 SREISME gRI
Sfcafaa =t w snuia 8 ok a8 Fuit
& FeR® Hed gRT SFFHIRd 1 7% 3

For the information of various stakeholders, the
Company shall place this Code on Company’s
website in

language understood by its

customers.

fafts RRauR®! & IFeR & fog, $Hut 39

dfgcl B U TREHT GRT THSN AH areft U1 o
SO Dt JgARE W @
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Policy for determining interest rate and
charges including Penal Charges in Loan

FU FGIdl A GSIHS Yob Afed TS a3 3R
oo Auia #13 & foe Hifa

Accounts

The Board of Directors of the Company shall
ensure that appropriate internal principles and
procedures are laid down for determining
interest rates,
charges keeping in view the Fair Practices Code

about transparency in respect of terms and

processing fees and other

conditions of the loans.

U B FAeRD Hed gg gHgd Ham fdb Hu
F ol ud waf & gey # uReRfdr & SR A
TRRA B &R 3 el & FuRkor & forg
Sfaa siiae g iR ufpae FRufa ot 73
gl

The Board of Directors of the Company shall
ensure thatthe Company adopts an interestrate
and charges policy along with interest rate
model taking into account relevant factors such
as cost of funds, margin, risk premium and

Sl BT Hexe Hed a8 GHE ST b Hut
B8 @ AN, GATHT (margin), R (SRaH)
g 9 URifie dRS B @H A @A §U
&S & Hied (interest rate model) & Iy
SIS X U4 Yewb i SO § 3R 3Hb SR




determine the rate of interest to be charged for
loans and advances.

FU Td 3P (advance) & flU aqal oM
= #1 R Fufa st 1.

The different interest rate to the customers may
be charged based on loan amount, tenor, down
payment, payment history with the Company
and in credit bureau, credit bureau’s score, age,
income and type of document provided. The rate
of interest and the approach for gradations of
risk and rationale for charging different rate of
interest to different categories of borrowers
shall be disclosed to the applicants/ borrowers
loan application form and other
documents, as the case may be.

in the

edl ¥ B AR, B 3fafY, ST UHe, Hu
AR Hfee IR T YraH &1 3fagw, Hfse o
P WR, UBS B! A, AW 3R U fHy T
THAW & UHR & YR TR -3 S &2

YA o gbdl ¢l S Bl R AR GEH &
ﬁ%ﬂ?(gradation)%ﬁﬁ&mmﬁﬁa'@%@w

(approach) 3R IyRGparstt @ aftm afry &
fo sreml-oe &N @R agad & Sifd &1
AR SHACHI/IURG AN BT HU HAGA-UF iR
3 xSt #, o oft Amen |, fasar S

The approach for gradation of risks as well as the
penalties and charges thereof, shall also be
made available on the website of the Company.
The information published on the website shall
be updated whenever there is a change in the
aforesaid information.

St & aiffexor & wy-Ty €8 R Yeb
forg 3o oI aren ef¥@ior ot St $T deuse
R IUAS HRAT oME| o9 SRIGd THBRY
# Pl Scald g o dE9Ise W USIRE 39
TSGR @I 3Tsc fordr S|

The quantum and reason for penal charges shall
be clearly disclosed by the Company to the
customers in the loan documents, in addition to
being displayed on websites of NBFCs under
rates and Service Charges. The
Company shall not capitalisation the penal
charges i.e., no further interest computed on
such charges.

Interest

TSTHG [Yob B AET 3R HRUT H TISEHY!
PI dedge] W ol & Td Ydl Yeob SIHRT &
ded WeRfd 7 & oamEr 3§ HU gRT B
TSl H Ugdl Pl WY ®UY I IR S
HUN GSTHD Yeb! BT Yol Aal Hll, ML
T Yool Wt ot sifafkaa sarer &t omm =6t
Pt S

Whenever the Company sends reminders for
non-compliance of
conditions of loan to borrowers, the penal
charges shall also be communicated. Also, any
instance of levy of penal charges and the reason

material terms and

therefor shall also be communicated

9 ot HUN IURGAIST B HU & AgAyu! ot
Td WAl B U A A b T TERS
(reminder) VoIt §, @ SUH ST Yob off
gioa fear S 9 8, dSTd® Yed A &
fdt off SeERur iR IUF HRU & off gfed
fovar s
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General

qHT

The Company shall not cause interferencein the
affairs of the borrowers except for the purposes
provided in the terms and conditions of the loan

HUH B I & A Td D@ § U T
I B BSH IYRBAST & HHA H Bl
gAY 8 Bl (T9 I 6 T Pig T3 THBRY,




agreement (unless new information, not earlier
disclosed by the borrower, has come to the
notice of the Company).

S SYRBAl gRT U8 Ube =gl Bl T3 8, Hut
F UIE H T oS gl

In case of receipt of request for transfer of
borrowal account, (either from the borrower or
from a bank/financial institution) which
proposes to take-over the account, the consent
or otherwise i.e., objection of the Company, if
any, would be conveyed within 21 days from the

date of receipt of request.

YR W & S0 $ [T Y U1 8 B
ffa & @ @ SuR®edal ¥ a1 Je/faxhia TwE Q)

S WA B YU (take-over) BT UG HT 3,
el A1 YT $B IR M, HUN B MU,
Ife PIs B, RY U g9 Pt arrg F 21 At
& iR gfaa fear S

The Company would ensure that the staffs are
adequately trained to deal with the customersin
an appropriate manner.

FHU g8 AT HN & FHaR TedHt & AqY
IRd WP T IR HA F faw g Fu J
ufiféra g1

Currently, the Company only provides loans on

fixed interest rates, thus, the regulatory
mandate of not charging foreclosure charges/
prepayment penalties on floating rate term
loans does not apply. Levy of foreclosure
charges/ prepayment penalty shall be followed

by Company subject to extant instructions.

g # HU baad AT SO R (fixed
interest rates) WX gl B UgH P 81 39 UBR,
FAfeT Y e an (floating rate term loans) WX
BRIAGR 9ot (foreclosure charges)ﬂ{a‘-ﬂfﬁﬂ:{
qqf:n (prepayment penalties) TB A @
g e dr] TeT §iaT 81 BRecioR <rol/Jd-

YIAH a1 @ &1 O1ad dU- gRT Hiegl
=N & srefie fopa S

The Company offers only unsecured personal

loans to its retail customers hence, the

provisions related to realising of property
including movable and immovable property
whether related to vehicle finance or not does

not apply on the Company.

FHUAT U g1 TED! B! had RRId AfdaTd
FHU & U Bt g1 ITT I (movable) 3R
3T (immovable) Jufy wfgd Fufy &1 aget 9
&ferd wray™, 91g argd foa ¥ W&fa gf ar e,
Hoft W @ T 9 T

The Company only provides loans on fixed
interest rates hence, provisions related to reset
of floating interest rate on Equated Monthly
(EMI)

Instalments does not apply on the

Company.

FHUA Had [T & R R 8 B UeH B
21 ORIt gaF TS frwdl (STHSMS) R wfdT
N R & e Fad U@y S R AR
T2 B B

The Company does not lend against collateral of
Gold Jewellery hence provisions related to it will
not apply on the Company.

U I & 3Mymu & R (collateral) Y@
' H&fdd gray™ Ut

E
A
:
>
£l
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Review




This Code will supersede the earlier version of
FPC followed by the Company. This Code shall
be reviewed annually by the Board of Directors
of the Company. Any change/amendment in
applicable laws with regard to maintenance of
an appropriate Fair Practices Code shall be
deemed to be incorporated in this Policy by
amendment and this Code shall be accordingly
amended as and when required.

gg dfgdl $HUl gRI U T THURN & GRH
TIHIOT BT M (supersede) il 9 gl &1
FHO & FRTE ded gRT A dR W Tetem Pt
Sl Suge SfUd agR wiedl & @@ &
Tay & a S B P oRadERieE 59
dif # duem gRT wPd wET ST SR
ISl US4 R 39 dfgdl H# dejar =i
forar e




