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CHAPTER| - PREAMBLE

Indresh Financial Services Private Limited (“IFSPL”
or “Company”) is registered as a Type Il Non-
Deposit taking Non-Banking Financial Company
(“NBFC — ND”) with the Reserve Bank of India
(“RBI") since 27t September, 2024 bearing NBFC
registration number N-14.03630. The Company has
been primarily engaged in the business of providing
credit facilities to individuals, proprietors,
partnerships and private / public companies.

This Fair Practice Code (“FPC”) has been
formulated by the Company in accordance with the
RBI Master Directives (“Master Directions”).

This Fair Practice Code is aimed to provide to all
the stakeholders, especially customers/borrowers,
an effective overview of practices followed by the
Company in respect of the financial facilities and
services offered by the Company to its customers.
The management of the Company will ensure that
the implementation of this FPC becomes the
responsibility of the entire organization and its
employees. The fair lending practices shall apply to
its entire business operations including marketing,
loan origination, processing, and servicing and
collection activities.

At the same time, we will remain cognizant of our
customer’s need for privacy and confidentiality for
their personal data.

CHAPTER Il - OBJECTIVES

The Company has set its objective to pursue best
corporate practices and foster customer confidence
in the Company by bringing about utmost
transparency in the business practice.

Accordingly, the objectives of this FPC are, as
under:

a. To promote good, fair and trustworthy
practices by setting minimum standards in
dealing with Customers of the Company
(“Customers”) and ensure that Company's

AT | - FEAITAT

39T BIBARITS Iiadsl Wisde fafAes ("3rsrhruradea”
I "HYA) 27 RAdeR, 2024 ¥ ARAE Red dF
("FREIRTS") F AT sy || IR-STAT o arely IR-STFar
e ot ("TASTUHHT - TS & &9 A Goflehd &, forerenr
TASTURHT GSflehiuT ek Tel-14.03630 | a1l 7&d &9 &
I FOT GRAUIE STl FYo o Haard 7 of gs 8

Tg fAsueT cuagR Tfedm ("THdRi") FHUT SaRT IRENITS
AR et (AR fAder) & eTaR IR i 1S g

&4 fosueT cdeR Hiedr &1 3eged el fRaure!, fadv &g
¥ TTEHI/ IURHATI T HU=A GIRT e Mg T & ST
arell fachr giaensit 3R Qansit & daer & Suell @Ry
3TYTS STTet dTell J2AT3TT ST Teh YT 3Tdclichel TeTel el
g1 AT T IS I§ GheATRAd P - 56 THIHT FH
Friieadst QY HaTee 3R 38 HAATRAT I TFAGRY &oT
S| fAsaeT FoT U fauuTe, FoT Ieafd, THERIOT 3R
HTelel 9T AT gian |

T B, G I TR Y s Ser Y agedar ud
INIIAT T HTG2TRT & Tia Forer &l

AT 1l - 38T

FYAT o AT 3652 FAlH AT TAUT3HT &l 3TATT FuT
Ia@IAe deR & Ihdd IRERIAr o Fuar &
TATEhT T FA2aTT T TR Far §1

ACTER, 38 UHUHT & 3682 fAe=Tefan &

a. Ul & UG ("IATgehI") & HIY STAGN H 7oA cad
AT TR X 30, fosaer 3R sRdAg
T3 I ordT & HR Tg AT HAT R
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products and services meet relevant laws and
regulations;

b. To increase transparency to enable the
customers to have a better understanding of
what they can reasonably expect of the
service and to promote a fair relationship
between the Customer and the Company; and

c. To put in place robust mechanisms for
redressal of customer grievances. Ensure
speedy and efficient resolution of customer
issues with adherence to basic principles of
transparency and integrity thereby fostering
confidence in the Company.

d. Notdiscriminate with customers on grounds of
gender, caste, region and religion in the matter
of lending.

CHAPTER Il - APPLICATION OF THE FAIR
PRACTICE CODE

This FPC will apply to all the loan products and
services provided/ to be provided by the Company,
irrespective of the mode and medium through which
such products and services are offered by the
Company.

A copy of the FPC in English, the vernacular and
regional languages will be displayed at the
registered office of the Company/ branches set up,
if any, and will also be made available on the
website of the Company.

To publicise the FPC, the Company will:

a. Inform existing and new customers about the
FPC;

b. Make this FPC available on request either
over the counter or by electronic
communication;
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HOT &7 & AHS & ofer, ofa, &7 3w end &
3R WX TG & TTT AT o fhar S|
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T HOT Scurel 3R QT3 oX S 1M, $7et &1 hoiait garr
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c. Make available this FPC at registered office
and every branch of the Company, if any and
on the website of the Company;

d. Ensure that the staff of the Company is well
trained to provide relevant information and to
put the FPC into practice; and

e. Not discriminating customers on grounds of
gender, caste, region and religion in the matter
of lending.

CHAPTER IV - APPLICATIONS FOR LOANS
AND THEIR PROCESSING

The Company offers financial products of short as
well as long term financing to individuals,
proprietors, partnerships and private / public
companies, etc for their requirements relating to
expansion of business, working capital needs
and/or any other business requirements.

The Company will strive to ensure that all
communications with the customers will be in the
English or vernacular language or a language as
understood by the customer.

The loan application forms of the Company will
include necessary information relating to the terms
and conditions governing the loans and other
relevant information affecting the interest of the
customers in order to facilitate a meaningful
comparison with the terms and conditions offered
by other NBFCs and an informed decision can be
taken by the customers.

The loan application form of the Company will
clearly indicate the documents required to be
submitted along with the application form and/ or as
may be required to be executed and signed by the
customer for obtaining the loan. Such information
will also be made available on the website of the
Company to facilitate the prospective clients to
know and understand their rights and obligations
prior to entering the loan agreement with the
Company.

c. 3 UHNHE T Fuel & Golihd HRATerd AR vcds

@, Ife S &, TUT FUAT H THSE W ITeASY
FIT;

d. I GARET AT o el T TTh THTTeh STTeTehrRT

TeTel ¥l 2T Uh. Y. 4T, il cqagR & o & forw e
T uRfaad; aur

e. RIS & ATHS H foier, ainfa, &7 3w et & 3w ox

TATEeh! oh AT AGHTT o AT

AT IV - 7T F T 3mdee 3T 3 afsrar

Faferat 3fe & 3% sFaara & {EdR, Friefer e 6
3TIRIHATT IHR/AT TR 3T AT ITIIHATI F
T sreurafer & ary-ary Srafafd fRadivor & fadar 3carg
9&Te FHc &

Fuet ag AR He T SAH HE0 F ArEH F wTY
el e 3T AT AT 8T AT ATgeh SaRT FHST SAlet
et 79T 3 gieT|

el & FOT HdesT a1 A HON # IS et arer
AT T ot & Tt 3Maeds SRl a7 AEH & Bl
I JHTTAT et aTel 3o W SAAwNT enfde gram,
T 3T TAIUHE eaRT Fedd At g ordl & ary
ATeeh ofell T ST Heh o7 ATEehi GaRT Frad Tk foram
ST Hh |

FYeAT oh FUT 3TACeT I H TISC ® I 31 Gl Bl Soold
1T T e OF & WY YIS AT ST 3TaeT §
3R/AT oT 9red A & T g e@nr fAsarfea 3R
EEATETRA fohT ST T 3TaRT T &Y Thall & | T STTThRY
FUAT T IS W Y 3T S ST Jrfer Ffad
IMGRT Y HUAT F AT HOT FASHAT A F Tgol 0T
HAFRY 3 aTRicat &1 Seter 3R Tarster 7 g en
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The Company will provide an acknowledgment on
receipt of all loan applications. The time frame
within which loan applications will be disposed of
will also be indicated in the acknowledgment.

CHAPTER V - LOAN APPRAISAL AND TERMS
& CONDITIONS

The Company will conduct a due diligence on the
creditworthiness of the customer, which will be an
important parameter for taking the decision on the
processing of the loan application.

The assessment would be in line with the
Company’s internal  policies, norms, and
procedures in respect of the loan appraisal.

The Company will convey in writing to the customer
(in English or a vernacular language or a language
as understood by the customer, if so requested by
the customer), through an agreement cum sanction
letter or otherwise along with the terms and
conditions, such as:

a. Amount of loan;

b. Annualized rate of interest to be charged and the
method of application;

c. Overdue interest;

d. Cheque bouncing penalty;

e. Tenor of loan;

f. Instalment amount and structure, including the
repayment cycle;

g. Commencement date; and

h. Prepayment charges and penalty.

i. Any other terms or conditions as may be relevant.

Additionally, the Company will also clearly mention
the applicable penal charges to be charged for late
repayment of the loan in ‘bold’ in the loan
agreement.

The Company will also obtain an acceptance of the
loan agreement from the customers (along with all
the enclosures quoted in the loan agreement) in the
English or vernacular language or a language as
understood by the customer at the time of
sanction/disbursement of loan to the customer and
maintain a record of such acceptance.

FHT FHY FUT AT T TTed X Teh ITacll IGTel Hal|
gt F a8 FAT-TeT Y euis Seeh S sfar wor
3TAeHAT T fAueTT fRar suam|

AT V - FOT Heaiaat 3R aer 7 ok

ST Ageh T FUT-UTHAT o T H A STrer Ham, Sir
0T HTAE R AT o & T v Ageaqul AEs grem|

Yg HoAThe KUT Hodidhed & Hatl H &l T IdARS
sifert, AreesT 3R Tfhan3it & 3eTwT gram|

FUeA mges 1 AT &7 7 (RIS a1 TARNT T H &
g SaRT FHSH SeT arelt 79T A, I amges ¥ 3y
AT ), Teh GHSIAT HE TR IF o HACTH 8 I7 2T
T 3 et & ar g S, s

%. FOT 1 TR,

. o S aTelt aTfiens saTet &X 3R 3maest $r fafe;
1. HAT ST,

. I T3 AT,

§. T &Y 3rafe;

. YA e Figel T & TRy 3 Fwr=,
. g fafd; 3R

ST, G ok Td AT

i . s 31 e I ord S urE A gl

g8 3TfdRerd, Shuel FOT AT H HFOT I & & el
& ToIT ST ST aTel G8Teaeh Yosh T 3 TS T F Soold
FET |

U ITEP H RO FHSAA B TR (RO FASS A
STeatld @elt 3efelaTel & A1Y) 7Sl IT T 7o
AT IEH T HOT T FTY/ AT & FHT Mg GaRT FHSHT
ST arell $1TST # gre el 3R A Thpfd H1 Repis
el
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CHAPTER VI- PENAL CHARGES IN LOAN
ACCOUNTS

Penalty, if charged, for non-compliance of material
terms and conditions of loan contract by the
borrower shall be treated as ‘penal charges’ and
shall not be levied in the form of ‘penal interest’ that
is added to the rate of interest charged on the
advances. There shall be no capitalization of penal
charges i.e., no further interest computed on such
charges. However, this will not affect the normal
procedures for compounding of interest in the loan
account.

The Company shall not introduce any additional
component to the rate of interest and ensure
compliance to RBI Guidelines on Fair Practice
Code in both letter and spirit.

The quantum of penal charges shall be reasonable
and commensurate with the non-compliance of
material terms and conditions of loan contract
without being discriminatory within a particular loan
/ product category.

The penal charges in case of loans sanctioned to
individual borrowers shall not be higher than the
penal charges applicable to non-individual
borrowers for similar non-compliance of material
terms and conditions.

The quantum and reason for penal charges shall be
clearly disclosed by the Company to the customers
in the loan agreement and most important terms &
conditions / Key Fact Statement (KFS) as
applicable, in addition to being displayed on the
Company’s website under Interest rates and
Service Charges.

Whenever reminders for non-compliance of
material terms and conditions of loan are sent to
borrowers, the applicable penal charges shall be
communicated. Further, any instance of levy of
penal charges and the reason therefor shall also be
communicated.

The Board of Directors has adopted an interest rate
policy which defines penal charges or similar
charges to be levied in compliance to the RBI
guidelines.

AT VI- HOT Wt H G317 Yo

Ife SURHT EaRT H0T Jefstr i el AR &t 1 arerer
A e & fAT AT ST ST 8, o 30 ESeHE Yo
AT STEAT 3R 38 'E3lcHS ATl & & H g7 ofalam
ST, TS TIAT 9 ST 7T SIS i &3 H SHST AT B
ESTcHe ohl T IS GolehoT AgT fhaT ST, TTelt TH
Yeehi TX IS HTARFA STt AET AT AT | BTA T, T
HOT WA 7 AT & T & T e gt
FATTI gt AT

FUAT ST &3 A PIS ITARFT Teh 8T SN 2T fAsaer
TGER TRl W RIS & et &1 3arern:
3fegaTelel G |

ESTcHeh TR &l AT 3T glalt v fohell faiy #om/3cure
Foft & ofieR Sigarra et ot 3regarer v erdlf 3R gt
& IR-37gaTele & 3gwT gl

qATFAIN SURSATHT Y Tl FOT & A # E31erh
s, aitforen et 3R erdf & @are IR-3redrer & fow
IR-cafFded SURSHATIAT W ] EsTerd THRT ¥ 317w
T &1

ESTcA® THRT T AT 3R FHROT & Fel GaRT ATgeht &
THET HUT HASIA A TUT FIQ AgeaquT g g et/ Jeg
J2T AT (HFUHTH) H TASC & F AT SATTM, SHH
3TaRed 38 Husi T IgASe 9T AT &3 31 Jar JHRT
& aeTa Teia foram smeem|

S ot HoT i et AR AT @ aree 7 #e & fav
SUREAIST T HTEANS F S &, ol oA GSTcHb Yohi
& IR A FAad fhar STt 1R T | $8h e, E8TeAh Yok
ST S o frer off AT 3R 38 HROT & AR H o
qfad foam sire =@niRe

SIS FHSeT  Teh SIToT &3 AT 3TIATS &, ST 3RS &
feenfardelt & srequret # S S aTel deTeAS THRT AT
FATT FHRT T IR T B
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CHAPTER VIl - DISBURSEMENT OF LOANS
INCLUDING CHANGES IN TERMS AND
CONDITIONS

The loan disbursal shall be subject to execution of
the necessary documents and completion of
necessary formalities by the customer. The
Company will give notice (in English or a vernacular
language or a language as understood by the
Customers) to all its Customers in case of any
change in the terms and conditions of the loan
including but not limited to:

a. Disbursement schedule;
b. Interest rates;

c. Service charges;

d. Prepayment charges; etc.

The Company will also ensure that changes in
interest rates and other charges are affected only
prospectively, and the same will be recorded in the
loan agreement or by way of addendum sanction
letter.

Any changes in the terms and conditions including
the interest rates and charges will be
communicated through website/ Email/ mails/ SMS/
other forms of personal intimation.

CHAPTER VIIl - RECALL OF LOAN

Any decision of the Company to recall the loan or to
accelerate payment or performance or seek
additional securities will be in consonance with the
loan agreement executed by the Customer.

CHAPTER IX - CLOSURE OF LOAN ACCOUNT
AND RELEASE OF SECURITIES/ DOCUMENTS

All securities created in favour of the Company (if
any) pursuant to the loan would be released on
repayment of all dues or on receipt of full and final
payment of the loans, subject to any legitimate right
or lien for any other claim that the Company may
have against its Customers. If such right of set-off
is to be exercised, the customers will be given
notice about the same, with full particulars about the

ey VI - Agat 3k adt & oRada afRa woit &1
fRaRor

FOT fAeRUT MG GaRT HTaTH EEATISI & forsargat 3R
3T TR T G F & e G| e
FoT Fr erdf R g 7 ot of seema & A 7 39e
T ITGRT T (ST AT TATHT AT AT ATGHT GIRT FHSHT
ST arell ST ) et &3f, ot feafafad anfde &,

. HIdeROT e,
g. ST EY;
a1, Qe Yooh;

. & AT Yoeh, Jfe

sl Tg o GiARET el & sarer i 3R 37 oapt &
aRade Shaer ardl vaa @ € weiaa gie, 3R 3 Hor
waEgia # a1 aRfAse wefa o3 & Aregw @ oo
ST

TS & 3R et afed et 3 erdf # faer i seara
AN FAA JTHS/SH/ Al /THUATH/A AN FAT &
37 ®OT F AregH I & sual|

3reqr VI - FoT argdt

HOT ATIH oot IT 3Tl AT forsurest # ooft offet AT HfaReFeT
frsifarat AT Fatly duel @ 1S o ot amgw ganr
fasuried o @Hgila & e gram|

AT |X - HOT WA F 9 F1 AR wfasgfoi/erardsi
Y SR AT

HUT & T8R0T & &Huall & qal & qa71s a5 Fefr ufasgforar
(3T P @) @l Feprar RN & ST AT Hoit & qof
3R 3T sgeTarer o uTfeet ux STy & Sdal, serc f shoeh
& UTH 39 ATEhT o Tavey el 3173 g1d & fow 1S dur
3R A1 TEUNTRITR 81| I Te-37Th & W SR F1
SRITeT AT STTTT &, ot IMEeht o 38eh a1 7 FaeT &F Srue,
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remaining claims and the conditions under which
the Company is entitled to retain the securities until
the relevant claim is settled/ paid.

Due No- objection certificate will be issued to the
customer on fulfilment of said terms within 30 days
of repayment/ settlement of the loan account
(hereinafter referred as Effective Date).

CHAPTER X — RESPONSIBLE LENDING

CONDUCT
Release of movable/limmovable property
documents on repayment/ settlement of

personal loans

A Standard Operating Procedure (SOP)- Property
Documents Handover & Charge Release Process
in line with RBI guidelines has been put in place for
release of original movable/immovable property
documents for all cases, wherever stipulated:

a) Release of movable/ immovable property
documents

i The Company shall release all the original
movable / immovable property documents
and remove charges registered with any
registry within a period of 30 days after full
repayment/settlement of the loan account.

ii. The borrower shall be given the option of
collecting the original movable/ immovable
property documents either from the Lender’s
outlet/ branch where the loan account was
serviced or any other office of the Company
where the documents are available, as per
her/his preference.

iii. The timeline and place of return of original
movable/immovable property documents
shall be mentioned in the loan sanction
letters.

iv. In order to address the contingent event of
demise of the sole borrower or joint
borrowers, the Company has laid down a
procedure  for return of  original
movable/immovable property documents to

ot AY grat & a7 oY ety 3R 3 et enfirer ghefr
ST T Ul I ard & AGER/SITdrT 8l s
wfcrsgferat &l 3rae aTe T Y ghaR B

T Wl & Jasferare/fAders & 30 et & efiaw (o 3mar
aTe AT gt STTe) 3o 2Tt &Y O A TN AEh Y
37ATY Y YATOT 9F SIRY foRaT STwem|

IEI X — [AFATR FOT &t T =0T

gfFdera Hoil & Yesferara/favers 9 Te/srae e &
Eamast f Rerg

Tt AT 7 T Tol/3reTel AU SEATISA T SR A &
fore, STeT & TR &), v AT TaresT Uik (vEaid)
- 3RS & el & 3reTea Tufy grarae dive 3%
TR Refier wfehar ey Y 78 &

a) T/3Td U F SEAdST Y RE$

i. @Ol HOT @it T gt Tehlc/fAuer & are 30 feat
T 3rafer & i Tl Hel Tor/3Tael HUTT GETdoll
Y ST et 3R Tt ot TS A dlieghet Qoehl ahl
ger At

ii.  SUREh Y A=A T o ITHR, FHel Tol/3rerel T
& GEATAST IT AT FKUTGIAT & 33CIc/emaT |, STal
FOT WIS T [T & 315 o, a1 Foelt & & 37
FATTT B, STET eEddsT 3UAsY &, I ey I
faereq faar smuam|

iii. 0T TdIpTd T H T Tel/3TT HUTT SEATISA T
raET Y FFI-THAT 3R TATH FT oo Far srear|

iv.  UHAT SURSdl AT GIFd SURSAIN A 7 H
IHRTAS Gcal B HIMUT el & folT, HTall o
el STNURIRGAT B HA /3 FUT &
SEATaST diteret HT gfrar et & &1 o wfear
HUAT I JTAST TR TSI hl Swaf|
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the legal heirs. Such procedure will be
displayed on the website of the Company.

b) Compensation for delay in release of
movable/immovable property documents

i In case of delay in releasing of original
movable/immovable property documents
or failing to file charge satisfaction form
with relevant registry beyond 30 days after
full repayment/ settlement of loan, the
Company shall communicate to the
borrower reasons for such delay. In case
where the delay is attributable to the
Company, it shall compensate the
borrower at the rate of 5,000 for each day
of delay.

ii. In case of loss/damage to original
movable/immovable property documents,
either in part or in full, the Company shall
assist the borrower in obtaining
duplicate/certified copies of the
movable/immovable property documents
and shall bear the associated costs, in
addition to paying compensation as
indicated at clause (i) above. However, in
such cases, an additional time of 30 days
will be available to the Company to
complete this procedure and the delayed
period penalty will be calculated thereafter
(i.e., after a total period of 60 days).

iii. The compensation provided under these
directions shall be without prejudice to the
rights of a borrower to get any other
compensation as per any applicable law.

CHAPTER XI - RESET OF FLOATING
INTEREST RATE LOANS

Reset of Floating Interest Rate on Equated
Monthly Instalments (EMI) based Personal
Loans

At the time of sanction of EMI based floating rate
personal loans, the company will take into account
the repayment capacity of borrowers to ensure that
adequate headroom/ margin is available for
elongation of tenor and/ or increase in EMI, in the
scenario of possible increase in the interest rates
during the tenor of the loan. In regard to the above,
the Company has put in place an appropriate policy
framework meeting the following requirements for
implementation and compliance:

b) TTel/3TTT TUR & gEdTdsil I TR Fat & & & v
I

i FoT Tl/3Teel AT & eEcTdsit T SIRT &t & &3 a1
HOT T O Feich/fves & 30 feet & o Fafd
e & @ry °ret Ffe A el aat & fawe
g1 1 U &, FHell 3URSAT 50 Rg HT SO &
RO & SR A AT | A7 8 ol H FROTES T,
g ¢ & TcdH a1 & faIw IURerdT Y 25,000 & &3
A F3masi I

i, FeT Te/3TeIT HATT & eIl & 7RI a1 qof &7 &
I S/aTfared et @1 feafar #, Sty suRerdT &
TS/ 3TeTel HUTKT & TSIl T STCeTehe/TATONT Ticran
TTC et A HETAAT 9N 3R IWRFT WS (i ) & 91T
ITTHR &Tfcfet T STt e o ST Halferet ofrerclt
FI dgd PN gleliteh, VO A H, HIAT DI 3T
fshar & QU w3 & faw 30 feat & sfaRea gag
39l g 3R felfad 3afer & &3 61 0T 38
§Te; T ST (AT, Fer 60 et T 3rafey & re)|

iii.  3o1 &l o g FeleT foham arar F3Taei fahelt 8t ey
FIelT o HTAR Rl 3T F{ITaST Y o el &
SR & HABRT 9 Ffcisher TeaTar sTel Frelt gram |

AT XI — FeAITERT AT & FOI T eAfeTeI 0T

AT A1fAF Feal (§vasns) smarRa safFaera ol )
AT STt &X Y It ForeriRe emr

EMI 3menRe weilfear Ye gdieter oiet 1 Hofdl & AL, SHuel
SURAI3T T IS &7 Y €T & @Il Arfeh 7
giafRaa famam 5 & & o1 &1 3aft & et sarsr Xt 7
oI gefer & IReed A 3rafer ger= 3R/ar EMI # gefer
F AT gIicT gSFA/ATST 3Tt &Y | IWIFd F T H,
et & Frfleaa AR e & fov FefafEa
ARG RT3 T G e o TIT Ueh SUGeFc] ATt Gl TR
R g
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a) At the time of sanction, the Company shall
clearly communicate to the Customers about
the possible impact of change in interest rate on
the loan leading to changes in EMI and/or tenor
or both. Subsequently, any increase in the EMI/
tenor or both on account of the above shall be
communicated to the customers immediately
through appropriate channels.

b) At the time of reset of interest rates, the
company will provide the option to the borrowers
to switch over to a fixed rate as per its Board
approved policy. The policy, inter alia, specifies
the number of times a borrower will be allowed
to switch during the tenor of the loan.

c) The borrowers will also be given the choice to
opt for-

i. Enhancement in EMI or elongation of tenor or
for a combination of both options; and,

ii. To prepay, either in part or in full, at any point
during the tenor of the loan. Levy of foreclosure
charges/ pre-payment penalty shall be subject
to extant instructions.

d) All applicable charges for switching of loans
from floating to fixed rate and any other service
charges/ administrative costs incidental to the
exercise of the above options shall be
transparently disclosed in the sanction letter
and also at the time of revision of such charges/
costs by the Company from time to time.

e) The Company shall ensure that the elongation
of tenor in case of floating rate loan does not
result in negative amortisation.

f) The Company will share / make accessible to
the borrowers, through appropriate channels, a
quarterly statement of the account enumerating
the principal and interest recovered till date, EMI
amount, number of EMIs left and annualized
rate of interest / Annual Percentage Rate (APR)
for the entire tenor of the loan. The Company
shall ensure that the statements are simple and
easily understood by the borrower.

Apart from the equated monthly instalment loans,
these instructions would also apply, mutatis
mutandis, to all equated instalment based loans of
different periodicities.

a)

b)

TdIT & THY, ST ATgehl T HOT TR &A1 & H
IREdeT & GHIAT T8Td & TR & TISC §F T Farest,
T STAINS 3T 3raf ar et & gRads gy gsar
21 5T® 16, ST & HROT STHITS/37aT 77 &=t &
ol ot gefer & I & aIgent ol ST detalt & ATeTH
A i o T sirwaT|

ST & o GATAUROT & HHY, HA 39§15 ganT
AT Afel o HTER SUR3 I T e X
I e et 1 fasheq yaret el sifd, 3w ardt &
ary-ary, Jg Afése F § & For & 3afr & ghe
SR Y fehctetl IR e stet &1 3regafa & S|

SURFAT3 T faheT ¢ e srean-

SUASMTS 7 Jefer A7 3rafer 3 RATAR 3rerar et ot
T HATSTT; o,

0T T 37afer & Gret el ot T 3R a1 ot &
A I I AT | PRFelToR Leh/Td T &3
ifRRI9oT FHisger fAdet & 3rehe g

U I Follfear @ Theres et IX o it & fow asf
AT oeh 3R I fashedl & T2 & Fefera feoner
o1 31 WaT Yoh/IMHTAh SETA H Hoy I
IREeIT &7 & yehe fohar Seen AR FHuelr gaRT aAT-
THI IR G Yoohi/clTcl & TR & THT 87 g8
GelrdT fohar SreaT|

FHuet T AT wef & wehfder e %ot & Arwe &
37l F [ATAR & IRUTATTRY ThRIcHS TRATY T
&l

HUAT 3T ATEITAT F FOT ofet ATl HI fAATET faavor
3uerstl T fHaa 31eT de a¥fel T Herere 3R
ST, SUATS TR, AT STANS T FEAT AR FoT H
T 3rafer & fow arffes sarer ax / @i gfaderd &
(TR T FaawoT ghem| St T YlARad Ham &
favoT @Xer gf 3R FHoT o arel Y AT ¥ TS A
T EH|

A ATRAF fhEd ROl & 37amEr, ¥ Ré, TUEeas
gRadat gfgd, e smaferansit arer gsi ga= forea
3menRa Folh o) 8t efre gl
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CHAPTER XIl - GENERAL

The Company will refrain from interference in the
affairs of the borrower except for the purposes
provided in the terms and conditions of the loan
agreement (unless information, not earlier
disclosed by the borrower, has come to the notice
of the Company).

In case of receipt of request from the borrower for
transfer of borrowal account, the consent or
otherwise i.e., objection of the Company, if any, will
be conveyed within 21 days from the date of receipt
of request. Such transfer shall be as per transparent
contractual terms in consonance with law.

In the matter of recovery of loans, the Company will
not resort to undue harassment viz. persistently
bothering the borrowers at odd hours, use of
muscle power for recovery of loans, etc. To avoid
rude behaviour from the staff of the Company, the
Company will ensure that the staff are adequately
trained to deal with the customers in an appropriate
manner.

The Company will not charge any foreclosure
charges/ pre-payment penalties on floating rate
term loans sanctioned for purposes other than
business to individual borrowers, with or without co-
obligant(s).

CHAPTER XIil - GRIEVANCE REDRESSAL
MECHANISM

The Company aims to provide the best customer
service and should consistently strive on creating a
robust and efficient customer service platform in
accordance to the Grievance Redressal
Mechanism Policy approved by the Board.

The Board of Directors (“Board”) of Company has
laid down appropriate customer grievance
redressal mechanism within the organization. Such
mechanism would ensure that all disputes arising
out of the decisions of Company’s functionaries are
heard and disposed of at least at the next higher
level.

The Company’s policy and procedure for redressal
of customer complaints/grievances has been
separately set out in the Company’s “Grievance

e Xl - 9T

FusiT HoT TS Fr erdt 3R AT 7 o aw segeat
BISHT RUISTAT & A H §EI8TT Hled T Tgof LI (ST
T foh RUTETAT GaRT T8l  Uhe o T 315 SATeTehi{T el
& AT H o 3718 &)

YR ¥ 3UR Gl & §EATcROT & fIT ey e glet
&1 Feufa #, sueh i geaAfa ar sz, afe 18 3mafa 8,
al 370 9T glel 1 faf & 21 ot o sfieX 3 o
feam STwem| TET GEAICRUT HhfA & IHET IREe
Hfdercas erdll & Har g |

RO T GGl & ATHS H, SN I SN & TR
AT A9, S T SURAI3T A1 TTAR 3T FHT W
QAT AT, FOT HY T & AT STgeTer HT ITATT HTAT
3nfe | el & FARAT & 3fRASe eFaegR F Faa & A,
el g gAfRad HEh Bk wAwiRaEt @ arewt & @
3T % @ SFagR Fa & fow g2ied & @ gffard femar
TR

FHUeA AT FURSATIHT HI TTAT & 37Tl 37
gt & for w®&igd wefder T @t ®ol W, #E-
STRAICaSAT3T & AL AT 3o ST, IS BIoTGRT Yoah/Ta-
$ITCTTT &3 +TET ofamua |

rear Xl - R Aaror a7

YT T &I HAfaH e AT T&ToT HEA ¢ IR 3A NS
CaRT AT Risrad farer &7 Aifd & 3eEr v
HOIG AR F2Uel ATgeh FaT HI Faflat & foIw faleR s
AT TR

FUT & fAAF FseT ("d1S") o T & R 3RT IEH
Riprd AaRer a7 T gl s ReF a7 a I8
AR g o el & gerfewRar & Aot & scdeer
glet arer gaft TaaTel 1 GoTars T ST 3R e & A 3aTel
3T TR W 37T [A9eRT fohdl J17 |

ATgeht I RIsArIdl/RIsradt & RaRuT & farT shuelt Sy fifg
IR ufmar Fuer fr "Rieeraa [aror A & e O
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Redressal Policy” which may be accessed on the
website of the Company.

If the complaint / dispute is not redressed within a
period of 1 (one) month from the date of receipt of
the complaint by the Grievance Redressal Officer,
the customer may file an appeal to the Deputy
Ombudsman appointed by RBI, whose contact
details are set out below:

Centralized Receipt and Processing Centre
(CRPC)

4th Floor, Reserve Bank of India,

Central Vista, Sector 17,

Chandigarh - 160 017

Email Address : crpc@rbi.org.in

CHAPTER XIV - OMBUDSMAN SCHEME FOR
NON-BANKING FINANCIAL COMPANIES

Reserve Bank — Integrated Ombudsman Scheme,
2021

For the benefit of the customers, at the
branches/places where business is transacted, if
any, and on the website of the Company, the name
and contact details (Telephone/ Mobile number and
email) of the PNO along with the details of the
complaint lodging portal of the Ombudsman
(https://cms.rbi.org.in) will be displayed.

The salient features of the Scheme shall be
accessible via below link.
https://cms.rbi.org.in/cms/assets/Documents/Omb
udsman_Scheme_English.pdf

While Integrated Ombudsman Scheme, 2021 is
effective once AUM of Rs. 100 crore is attained by
the Comapny. However, in order to adopt best
practices, Company endeavour to implement
Integrated Ombudsman Scheme, 2021 on best
effort basis upon commencement of business.

CHAPTER XIV - HOSTING ON WEBSITE

The Fair Practice Code, in English and vernacular
languages, shall be put up on the website of the
Company for the information of various
stakeholders.

AR $r 715 &, 58 FU=0 Hr IS 9T W ST el
gl

g Rrerad FareT 3RERT garT RiswrRd ared g &
[ T 1 (o) A A 3™ F AR Rema/fare @
FaOT 7T T ST &, &Y e INE3TE ganT gwa
39 SlihuTel & THET 3ol gIaR W TehaTl &, Toraer TaHh
TaRoT oA fear s

FEF WA T THEHOT F (i)
Tteft A, R Red &,

e fawer, a9 17,

9391 - 160 017

el 9dT : crpc@rbi.org.in

IreTrT XIV - R-3fFar faehr safeat & e aearer
BicCi

T Sk — Tehiehe SehTel AsTar, 2021

TTEhT F o1 F T, ATETIH/TATAT I T8 FRIOR Har
ST &, I 1S 8, 3R Fue Y dedage W), U 1
AT 3R F@Ih faaRoT (Clhia/AaTse A% 3R $A) &
AT AUl & eI gol e T G
(https://cms.rbi.org.in) T faaRoT we iR T Swem|

FISTeAT hT HEF fAATATT = e 70 foish o Areg s 4 &l
ST T B
https://cms.rbi.org.in/cms/assets/Documents/Ombudsm
an_Scheme_English.pdf

ThTehel SllehuTel Trofedl, 2021 el ZaRT 100 FIIS TTA T
TYUH Yo &1 & J1G T B & | BTellfoh, Fafa TaT3it
T A & T, O STTAT Y el ) FAlTH TAH
& YR R Tehlehc SAIhdTel ASTell, 2021 T FT] FLaA T
ST A B |

I XIV - JqHIBE U gifeear

T RAURE! ol SIASRRT & foiw fvgeT eqagr dfgar
I 37T 3R TALT HIEIT 7 HU=ir ST IgHSE W STelm
STaaT|
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CHAPTER XV- REGULATION OF EXCESSIVE
INTEREST CHARGED BY THE COMPANY

The Board of Directors has adopted an interest rate
policy and all pricing decisions will be in compliance
of the Interest Rate policy taking into account
relevant factors such as cost of funds, margin, and
risk premium and determine the rate of interest to
be charged for loans and advances.

The rate of interest, the approach for gradations of
risk and rationale for charging different rates of
interest to different categories of Customers will be
disclosed to the Customer in the application form
and communicated explicitly in the sanction letter.
The same shall be made available at the registered
office, every branch set up by the Company, if any,
and on the website of the Company.

The rate of interest would be annualised rates so
that the Customer is aware of the exact rates that
would be charged to the account.

In order to ensure that customers are not charged
excessive interest rate and charges on loans and
advances by the Company, the Board of Directors
of the Company has put in place an appropriate
internal principles and procedures in determining
interest rates and processing and other charges.

CHAPTER XVI - REPOSSESSION OF
HYPOTHECATION/ LIEN ASSETS

The Company has included the repossession
clause in the loan agreement with the Customers
that would be legally enforceable. To ensure
transparency, the terms and conditions of the loan
agreement should include provisions regarding:

a. Notice period before taking possession

b. Circumstances under which the notice period can
be waived

c. The procedure for taking possession of the asset
d. A provision regarding the final chance to be given
to the Customers for repayment of the loan before
the sale/auction of the asset

e. The procedure for giving repossession to the
Customer; and

AT XV- HYAT G@RT AT T A feF sqTeT T
A

T Hsel o Teh <Al e AfeY 39aTs § 3R Tl e
fauior vty sarer &3 M & srequrers & g, forad
At & arra, |afee i sifes hfags s g
PR FI &AqTT & @ SN 3R 7o 3R 33 & o
=a1e X fAuTRa & smeefn)

SISt &%, SR & o & forw gfewor 3 M
ATOTET & FATgeht A eTIT-37e1T ST &I aFelel o AT
Mg T 3HTdeT I A TR S AR TP 9 # Fase
TG Y AT S| S8 Golighel Ao, Htfall SaRT FATT
TS AT, g 1S &Y, 3R HUelT T THSE W 3TAs
AT ST

SITST &X AT @Yol dTfeh MG T W TR oI9S STt aTelt
TR &I & IR H STABRY &Y Toh|

g AT Xt & e o St ganT ameat & F7oT 3K
3IH I 3T <A1 & AR Yook el fordm Sie, Huait
& fAcerd Asel A s3rel &Y AR JEER0T 3R 317 Yok
fAeiRa e 7 3fad siaRe Reuia 3k gfsard ey $r
gl

;AT XV - eauw/eoniasR aRugfot F1 g

Heall

& o UG & WY FOT T 7 TG0 @S anffer
o & St hTefelt &9 & A1) gleTT | IReRIar giafeead #a
& faw, mor gFsita & edl 3R @At 7 Reafafaa
TTETeT MR gley TRT:

. Feoll olel & Ugel Alfed afey

@. IRIEYTAIT fSeteh dga Afew 3rafer ATw v o7 aedr &
1. IREIRT IR FHeaT elet 1 Tfehar

. IREIRT T TThRI/ATeTHT I Tgel F0T ST IGI9N & oI
argent 1 JHTAA IraaT AT S & |aY 7 graeret

3. TGS T I: Fooll oot 1 fhaT,; 3R

Page 14 of 17



!

v INndresh

FINANCIAL

f. The procedure for sale/auction of the asset.

A copy of such terms and conditions shall be made
available to the borrowers along with all enclosures
at the time of sanction/disbursement of loans.

CHAPTER XVII - LENDING AGAINST
COLLATERAL OF GOLD JEWELLERY

In addition to the general guidelines as above, the
Company shall, while lending to individuals against
gold jewellery, follow the policy, duly approved by
the Board of Directors, containing, inter-alia, the
following:

i. Adequate steps to ensure that the KYC
guidelines stipulated by RBI are complied with
and to ensure that adequate due diligence is
carried out on the customer before extending
any loan.

ii. Proper assessing procedure for the jewellery
received.

iii. Internal systems to satisfy ownership of the
gold jewellery.

iv. Adequate systems for storing the jewellery in
safe custody, reviewing the systems on an on-
going basis, training the concerned staff and
periodic inspection by internal auditors to
ensure that the procedures are strictly
adhered to. Loans against the collateral of
gold shall not be extended by branches that
do not have appropriate facility for storage of
the jewellery.

v. The jewellery accepted as collateral shall be
appropriately insured.

vi. The policy with regard to auction of jewellery
in case of non-repayment shall be transparent
and adequate. Prior notice to the borrower
shall be given before the auction date. It shall
also lay down the auction procedure that will
be followed. There shall be no conflict of
interest and the auction process will ensure
that there is arm’s length relationship in all
transactions during the auction including with
group companies and related entities.

3. aikeafy $r fashi/arersr $r afma

o At 3R et i v gfa Kot i Fefa/fEaer &
THT F eTclaoTehl & Y SURSAIN H 3T s
Sreaft|

AT XVII - ToT HTeaoit Y STATT F faeer ot &=

39ded drAy Renfadert & sfaRed, duer safdaat ar
Tqol MUl & SEe KU1 &I TAY fACRIF Hsel @R
Taftrary 3regatiee i o1 dreret e, foee 3w ot &
ar-ary fArAfaf@d ard anfde gt

vi.

Ig gAaRad = & fav wicd wesr 3orv A %
HRAHES gar AuiRa dagdr enfadet =
3feaTeret foham ST T I8 o gRARed fohar se i
#1g §ff HUT & A Tgel ATeeh & el & gied Sfie-
qgdTel I ST

ii. TS 3TN & o 3ferd FHearehet Tishar|

EOT 3MWOTT & EQIfHca I TS A o foIv 3R
SOOI |

IS Y AT Tt & forw waieey sraear, sgaear
&1 TR walten, dafdd swemial 1 gfemor qer
HARF oErT qAETh GaRT FAG-HAT T Adamor
AR AT cTfeh TThAT3MT T FEcl & Telet ohar
ST &1 A & FAEAT & TGl FKOT 3 M@IHT ganr
e T SeaT TSieteh 9T 3MeqNUTl & 7SRO & fow
3Ra gfawr =gt g1

RS & &7 A FHR e arw smeqwolt &1 3fq
1A R STeaT |

qASETaTe o forw oot & Reafay 3 3ot r Sfemer
& Fatr # oA areelt R oo gl remd i fafy
W Uge SUNhT T I FaaT & ST | $HH el
s ot TR @1 Sreett foreT areret foram Srem|
el &1 FI5 THUT AGT grem 3R Ao wlehar a8
giafRad sl & dremedt & ahrer @opg Huferat ik
e T3t afga Tl Ao & g ST W S|
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vii. The auction shall be announced to the public
by issue of advertisements in at least 2
newspapers, one in vernacular language and
another in national daily newspaper.

viii. The Company shall not participate in the
auctions held.

ix. Gold pledged will be auctioned only through
auctioneers approved by the Board.

Xx. The policy shall also cover systems and
procedures to be put in place for dealing with
fraud including separation of duties of
mobilization, execution and approval.

xi. The loan agreement for lending against gold
shall also disclose details regarding auction
procedure.

CHAPTER XVIII - LOAN FACILITIES TO THE
PHYSICALLY/VISUALLY CHALLENGED BY THE
COMPANY

The Company shall not discriminate in extending
products and facilities including loan facilities to
physically/visually challenged applicants on
grounds of disability. All branches of the Company
shall render all possible assistance to such persons
for availing of the various business facilities.

CHAPTER XIX- LOAN FACILITIES TO RETAIL
AND MSME LOANS

This is with reference to enhance transparency and
reduce information asymmetry on financial products
being offered in case of all retail and MSME term
loan products extended by company. Company to
provide Key Fact Statement (‘KFS”) as per the
format prescribed by RBI to all prospective
borrowers pertaining to all retail and MSME term
loan products and take confirmation from borrower.
KFS is to be issued in vernacular and regional
language, in case customer demands.

vii. FTITHY T BIYUT STodT & foIT el § A &I AR 931
F FATIT TR e F ST, Uk TATHT HIT F 2T
GO Uy &fe HATAR 97 A

viii. &It 3T ST 7 8197 A8 el

ix. fIREr W@ arw A i Ao dHaer S g@rr AT
AATABATIT & ATETH T &Y I Swah|

x. aifd & graEred @ fAuea & fav oy B S arelr
vronfort 3 wfsmanait o enfrer fomam Srwam, o
STerd, fAsatesT AR Hegrtest & Scredt T G ot
AT g

xi. @A F Il HOT ¢ & foIv FoT THESia & ey
wfehar & e & ot [Jaxor e seam|

AT XVl - F9eit gar AR gRearftra safeat w
FoT giaure

AT ARIR /G ST JTdeehl Sl fdehel 91T & HTUR 9T
ROT GIAemsit g 3cure R AT Jere = 7 sesrna
eT M| el B @l A W egfFaat wr A
AT GIFEMAT T o187 38T & T g Heva FEraem
et |

AT XIX- G AR vwvweas o1 & v wor ghaun

Tg el G@RT T ST1e arel Heft ger 3R vAvawas rafer
FOT 3cUTEl & AT & fadi 3curel R IRefRiar sere 3R
AT fAYHAT T F e o Fedt 7 ¢ | Tt a1 Tl gewr
AR TATATAS 3afT HoT 3cuel ¥ Fafta T Fanfaa
SURSAHT T IRETHTS garT fAeiRa 96 & 37ar fgeg
T2 AEOT ("HUHTH") YeTeT AT R 3R SURAAT &
QIS ofeil g19MT | 3ATgeh T HIIT TR HUHTH T AR &7
YT H ST o3 ST &1
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CHAPTER XX -- INCONSISTENCY

In case of any conflict between this policy or RBI
Regulations/ Circulars/ Guidelines/ Notifications
issued on or after approval of FPC by Board of
company, the RBI
Regulations/Circulars/Guidelines/ Notifications will
prevail to the extent of such inconsistency till the
time the updated policy is not approved by the
Board of Directors of the Company.

CHAPTER XXI -- REVIEW OF POLICY

This Policy shall be reviewed by the Board of
Directors on an annual basis or such periodic
intervals as may be required. Further, this Policy
shall be approved/ amended by the Board of
Directors subject to the applicable laws including
but not limited to the rules, regulations, guidelines,
directives, and instructions issued by the RBI, from
time to time, and shall supersede the earlier version
of the Policy.

The Nodal Officer of the Company may also
suggest changes or modifications to the Policy and
present it before the Board for its approval and
adoption.

CHAPTER XXII - EFFECTIVE DATE

This Policy shall be effective from the date of its
approval by the Board of the company.

IEITT XX - IrFafa

39 ol AT el & SIS SaNT THUET & 37eTHle W a1
38% CICY S E2y Eily RGNS
Rferaat e/ et/ sfgaanst & &= frdr of
U & HATHS H, ARSI
faferra/afram/fanfad ey srforgaerd T srderaar $r @
e T deh o19] 1§30 STl ofeh T ety & fderss Hsel gary
3eAcie sAfet T FHY 161 & &F S|

regT XXI - Aifa Hr getew

58 A Fr FareT s Asa garr arfiie 3R W ar
IMARTRAGAR O TGt IcRTel 0 HT Seal| g6
37T, 3 olifcl T AR Hsel GaRT o] Fefalt & 3relieT
IRt/ R sreen, foae wHa-aa T ) RBI
garT S T 91w g, Rfags, Ranfady, Rder ik
fader enfarer §, Afhet gwdl e WA w1l 8, 3R Tg Afey
& TUSel HERIUT &l EUT A9l

el &1 sAtsel TR o SNf F aRader ar e &
ST & FhlT § AT 38 HeJAIG T H9=ATe o foIT SIS &
THET Y&l Y Fehell B

e XXII -yt fafyr
g A ST oh SIS SaRT JHefHlGa hl G & Ferd g1am |
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