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FAIR PRACTICE CODE
0a0@A (w125 SIM G (9al©)2IQ 2l50)

l. Intent and Content
96300 OEBSHONYo

This Code has been formulated by Piramal Capital & Housing Finance Ltd (“The Company/PCHFL")
pursuant to Chapter XlIl “Fair Practice Code (FPC)” of Master Direction — Non-Banking Financial Company
— Housing Finance Company (Reserve Bank) Directions, 2021 issued by Reserve Bank of India(“RBI”) vide
RBI/2020-21/73 DOR.FIN.HFC.CC.N0.120/03.10.136/2020-21 dated February 17,2021.

809 6&HIW Ball®dlo)® wileda@® & 2allQm & a00mMilor) adlmomm) aflalga

("&MM VoM af) o]af)alaf)@") 2D W@OSHMD - GMIEM-6nDE:To0) allMIMHJ@ &MUM] - aODM o0y
adlmomdm smum] (Oludal enes) Mldegwesges Xl "9ad®d (aldd&SIT eHIW (af)alailmil)
@RMMV® 1.2Jo6nY. 2021 Ba0(ENROUM] 17, 2021-0Y RBI/2020-21/73 DOR.FIN.HFC.CC.N0.120/03.10.136/2020-21 (aldd®0
olmaal mpe @l @y (‘Grden1en])’) ) 01O

PCHFL being a Housing Finance Company registered with the Reserve Bank of India shall adopt all the best
practices prescribed by RBI/NHB from time to time and shall make appropriate modifications if any
necessary to this Code to conform to the standards so prescribed. The Company’s policy is to treat all the
clients consistently and fairly. The employees of the Company will offer assistance, encouragement and
service in a fair, equitable and consistent manner.

olmaal eno® @l enmjl® oZHlmd 020588 680 0VMlow) adlmomam  @minlwow
adl 1) afaf)al af)@, &a10&2016888 1@ GRAMI0])/af)MDaf)ofmil Mldegulenm (e ale sl Ao lego
mieolene®o  Goeem  Mdegulafldlenm  @dmEaMWERMEs  GRMMYOAOW] @D eaIWla
afom@lepe GRAIN OB M 9o lOnd® MIQERY  AIR)OIYGB®Y)o  ©2IQQo. f)a)d & e leegIs0
mile@EWINS®o  MOWAIWo  §al@IAIND:  af)IMOIEN HMIMI®OS M®o. &MUMI@Os  ZlAINEHId
MaDI®ARo  GaldOVIAOMORe  GVAIMOARe  MIIWAIDo  MELJAI@Yo  MATEMEWINS@o  AUDWBIMo
6-21Q))0.

The Company will ensure that the implementation of the FPC is the responsibility of the entire
organisation. The Company’s fair lending practices shall apply on all its products and services, whether
they are provided by PCHFL, its subsidiaries or Digital Lending Platforms (self-owned and/or under an
outsourcing arrangement) across the counter, over the phone, by post, through interactive electronic
devices, on the internet or by any other method and across all aspects of its operations including
marketing, loan origination, processing, servicing, and collection activities.

af)alia U] Msa{leIddmM@  @9)UM  MoaISM@ES®Wo  HOMEAUIEIOMROEMM  &MIM] OO |d86)0.
SMMI®YOS MOWAIW ANWald AMVMUBIWEBBW GROIMOO af)a)d O@ajMedsglaRe EMAIMERE ey,
@l aflnlaf)ofaf)alaf)@, G@IMOO GEMEUMW  MUOdaIMERd Googids e  wlKlQm  ealimdulory
PR GaDIMBD  (TVIMo  HSAMNOWERBBD®  B:YSI0M/GRLB 1T 3DFEMIFMot) (@l emar 1ay
&1¥lepggm) ¥l &ovasalepes, Gandemlapes, ®ald@  AIF]l, eMOOIHSINT  eneldhG(SIe 1d:
Dnld0emeaRg lales, mmdodemglean acgedeslale @lolaleald M@ l@mIMIeR0, AOBEOGlowY, GaIdem
801=Zlemam, aladMQlot), MAANMIol), HEHHMD (L IUROCOMEBUD M IUDYDO]eS  @ROIDOO
(IQUIBOOMEBE0S )20 QUEBElaRe DL .
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a)

b)

Objectives
2168 | 680D

a) Follow good, fair and transparent business practices by setting reasonable standards;

MPOWAI®  AIMBEMWEBRMD  (U2f)odINE  MQORo  MOWNRo  MRMIQORAO®  enflmiimqy
Rl B aflomysoyd;

b) Encourage market forces, through fair competition, to achieve higher operating standards;

@AM  (JAUBRODM  MAINDo 0B IENMO N  MOWAI®  ACNEOMIaRes  Aflalem]
BHO 508 G(aldONVIa0 o {loedb;

c) Relate to the customer in such manner so as to promote a fair and cordial relationship;

MPOWARo  MDaNIBGalOORAI®  MIMWo  G(aldOIaO o {leem@  ©aleeImINYRIW]
ENIMDO|S)e;

d) Set such standards and practices so as to foster confidence in the housing finance system;

8AUM AW ald Monflwdmov@ @rEanlwidme AUEAOMM@ IMI®] GREMEo AIMBEMUVEBRE 0
MBI WEBBG0 MIBRADHIE;

e) Recovery and enforcement, where necessary, is conducted following due process of law;

f)

afleeresysnaie msa{leiddonale, @RI MEE SO, MWAIMMYODIW MSalS|(&HaemRwd ldailaf
MSOMO|S3My;

Promote a fair and cordial relationship between customer and the Company. Foster confidence
in the housing finance system.

9nlEEISMINYo SHMUMIo MR ERE88 MdWORo aNYBJARAIW MIMWo  ElaldONIa0 la {186,
UM ANWald MonilwdmomI® GREANNWIIMe AUISBOD)E:.

Application for loans and their processing
QUID el D EOI W BB BRGaIBHW)o BRAUI®OS BaldM@lono

All communications to the borrower shall be in the vernacular language or a language as
understood by the borrower.

®So  QDERMWIFMIWMEE g0 GRLANIawasg)e (Deewld 6Iawlean  &Sso
Q6B M@IDEE) AMAY1eIddM GBI ean Gr @B lenamo.

The Company shall transparently disclose to the borrower all information about fees/ charges
payable for processing the loan application, the amount of fees refundable if loan amount is not
sanctioned/ disbursed, pre-payment options and charges, if any, penal charges/ penalty for
delayed repayment, if any, conversion charges for switching loan from fixed to floating rates or
vice-versa, existence of any interest reset clause and any other matter which affects the interest
of the borrower. The Company shall disclose ‘all in cost’ inclusive of all charges involved in
processing/ sanctioning of loan application in a transparent manner. It shall also be ensured that
such charges/ fees are non-discriminatory.

GADEM  @RGaISH SN  0.219M@ MO GosWeseMe dlM/aDBdREH, GaIdem O
ermaid]aflegi@la/allmoemo ool @legi@ ]l Olanene  0.oi@PARM  dlm M0 oy,  (o]l-
Cal@WORMA BIaldM)BE0 210AR)HE 0 HOMBH: 1@ BRAIW)o, HILIMIAM eM®1g @ 1@ 9jsallm)es
adly 2103”0 INIBQ], AW al abdldmala MM Gegoglot) Mloendglealsne @1@lay)o
22QMO S8 &6MeUBHM M BN EBWD, noOE: 180 alailtn Slomg aigomiladeo mlaimlma o &so
Q6B M®IEes lellne® cmWlenm aeQem®slae &I N Re, MY®IGMO® Clolwlc eaidem
@RGAISHU Gl  ©21QRMO 1aRo/@RMAIE1ENM@ a0 QUbalSIB1eNM fe)d 2PAR&BE0
021010RHBlo OWeaes afgP flEeBglo &MIM] &So (IIBRMWIEEIS M)IQAIW]
0100 |S)0m6Mo.  @ROM®o  21dBRBW/aflM)®BD  ANEAI2IMECIOA0MM  HOAPEN) ™0
0.21Q))0.
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c)

d)

a)

b)

d)

Loan application forms should include necessary information which affects the interest of the
borrower, so that a meaningful comparison with the terms and conditions offered by other can
be made and informed decision can be taken by the borrower. The loan application form may

indicate the list of documents required to be submitted with the application form.
QDD D ENSE GRGAIBHD  GalIHEIM  dhSo  (UIBRMWIBIOS MITal© 00D  EnIIW M
@RUW M® Al  §Uea|OmeMo, GROOUY]  AQIEENIR  (UIWBIMo  6.a1@mM
mlenimmE 8o QU QMBS )DOW @R RO OIW a0 @O |0 MSOMOMYo
QD@ 10WSERMINDEE  BROIEAUIASWBE B0) ®IQAIMOAS)ENIMYo  TVIW B 0. BRGalSRD
Gald@10MIajo MDA [I6EOME  GEELGEOS al§ld AUDWalDENEE GRGAISHUD  GaNdR |Cd
g aflafleod0pmooen.

The Company shall provide acknowledgement for receipt of completed loan applications. The
Company shall inform the borrower about its decision within a reasonable period of time from
the time of all required information in full.

aRROD) @ 2] UIQ ald BREaIGABUD TVNE:@186M@ 10 &M EMIG M@ 0. BRI (RO af)a)d
aflnieeasglo ayBqp@dW] M@E; 1@ Ao MO M ORI MAWOD IMES1T &M GRO MO
®@Q@RIMOOMEN)O 2] UIW al af)SE0M®IOE @O 1 86),0.

Loan appraisal, terms/ conditions and communication of rejection of loan application
canem afleiwloyemad, mlenimymdeud/ jaImNS 6D, GaIdam GrGIds MM .o a0
epeailnlawo

Normally all particulars required for processing the loan application shall be collected by the
Company at the time of application. In case it needs any additional information, the customer
should be told immediately that he would be contacted again.

MIWIEEM@OIW] GRIDEM GRGAISH O IdMA] 021YM@IMN GROUR(AI® «fa)d> (lwedcwrsBg)o
@RE IS lamm MUa®OD  SMUM]  cweldlEne.  ofemelene @ewls  afluoesud
@R (2eMsE: 1@, OaltedemInlom aflengie cmiMweq|s;eam gsm @em G0 1w lesemo.

The Company shall convey in writing to the borrower in the vernacular language or a language as
understood by the borrower by means of sanction letter or otherwise, the amount of loan
sanctioned along with all terms and conditions including annualized rate of interest, method of
application, EMI Structure, prepayment charges, penal charges (if any) and keep the written
acceptance of these terms and conditions by the borrower on its record.

QRRAS alefln Toas), IWEBAIE)M Blo], eaf)odnl) cISM, EMDdE:Yd @10 12ysl 2DdDERE:M,
adly  2dR&0 (Qoe®: 1) MIU®YDO]eS () TlenmMMEgo AljQIMA®Elo Mad Mo
@RMUG ] 2] LD A IS @) (a1IGBUD 1 BI-HW1GAID BREQ)E: 1 d:So QIIEBRMMWIDEE (aI1GBUT 1d
©2H®16RID dhSo QUIEBRMWIUDSE AMAY1RIIEYM EIHWIEEID B©) GRMAM | &MV 2YEIMEWI AQY
dlolwlean &mml  coaDMelo  GROIWISOHMo,  @SIOM  dhSo  (UIEBRMWIGES NV
MNIMLMESOS®Wo  OAUJOAUMNSBE0S®WYo  GRAIDNYLINEE ©RoUlldhI00 @R IMEO  GoeIw 1@
muy &flee)o.

The Company shall mention the penal charges for late repayment in bold in the loan agreement.
AP@Wald &I01®, ©101gsal eonls wE 10 @938 allvalelln &mim] @sla) oo |G

G6Ua A SyODEeMo.

The Company shall furnish a copy of the loan agreement along with a copy of each of the
enclosures quoted in the loan agreement to every borrower at the time of sanction/
disbursement of loans, against acknowledgement.

APNWald ®EI01G 9rVE]{IT1e)M B2 OBBSEOEMBROSW0 &1 aldbda(lomdalo QAUIWaId
&0201MO0 8 aldBallo, WD al GEMAISIENM MA®OB /MM MAWOED, B &So
Q26BRY)M@O D EE0 HMIM ] EM@ oM@ 1o® MIBEIMAIWIo M@ d:)o.
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e)

f)

a)

b)

d)

If the Company cannot provide the loan to the customer, it shall communicate in writing the
reason(s) which, in the opinion of the Company after due consideration, have led to rejection of
the loan applications. In case the proposal does not meet the internal risk parameters of the
Company, the borrower would be intimated accordingly.

916626011 ANl M@HIM &M les mowlenymloge ), &mmlwes GrE)(Id®orwila,
QD@ald  GRGIHHBD MM THOIMBE  HIOMEBRW GO  GOQIINYRI0 QD aldHIOM

@O 118000, BaIdEAdM@ HIUMI@Es eNMEOM@ OlM'd AdMBEMLEBBLD aldelleeymilegd: 1o
@R Ao AW alendoem @GR 1W18e,0.

Disbursement of loans including changes in terms and conditions
AU aldrg20s Aflmoemo, Mlenimumaglaye Aljaimasglepmes adQeamu 9ea]es

Disbursement shall be made in accordance with the disbursement schedule given in the Loan
Agreement/ Sanction Letter.

al@I® 8o MBSEBREL0 al®1an®@18MO MO SHMIMIBE 6®) ~lEdX®] alland® Monllwdme
mlainfepeng. @eOmEeRd®) Mo lWwdMo AIDWal M@EHBIM MNIaIMOT MO0 IS B80S
@lo@omeargl@ mlmyo ©EBOleNM «fe)d OAHOMEG GRSOM QWA  OAIOD leald:lalo
CHDEN)BHWY0 1@ a0 1HOHDo ©21QRMOAUM QOI8O

The Company should give notice to the borrower in the vernacular language or a language as
understood by the borrower of any change in the terms and conditions including disbursement
schedule, interest rates, penal charges (if any), service charges, prepayment charges, other
applicable fee/ charges etc. The Company should also ensure that changes in interest rates and
charges are effectedonly prospectively. A suitable condition in this regard should be incorporated

in the loan agreement.

aflmoem Ma@ao, aleflw Mloensw, ailvalelln (9o la), Manm eDdoR)E:0, MDY
©@1@12js0l  2DRLRB:WD, NDWSHNIH)M AQ) 0M/2dRBRHD ORI OUeA 0S8
mlenummaglego  aljaimadglage  ofom@slee @dQo  AUGYOD IWIM, (16BWH  BI-UWeald
@ReQd 1M (I ald0dM amq@landm @dwleald &Ml &So AIERM@IDES GRO 1]
m@demo. alafln mlesnysglae add®)dgleRe @3QBY 8INNWIM ad(@ea Msaflaneny ofm
SN 9O PUOOMEMo.  DEOIO OB  GEMEWIRIAIW  QUfOUMN G &0
OUbeA|SOmEMo

If such change is to the disadvantage of the customer, he/she may within 60 days and without

notice close his / her account or switch it without having to pay any extra charges or interest.
@ROMEo AdQo Oale@ISMININ ERIUMAIME: 1T, BEWIDHS /@RS 60 Elalm v Mmas1d
@ROIWa]  @JS00M GRWIROS/GEOUMNS GREODVENS  CHIM  0alQdo  GREQE I  GoWIH
2D32R)HeE8d aloflleewd m@aHdem mila] e.oi@do.

Decision to recall / accelerate payment or performance under the agreement or seeking

additional securities, shall be in consonance with the loan agreement.

@101 2pallgleocd/®00010  &l¥lapgg  ©lolajsal  GRELE 1@ (al&SMo  @ICIMeq S0
Goog@l®  GewWld  eM&:RIgletd  coMOIMEE  @l@dMo e &EIG 1M
GRMM YOI @ 186 6mo.

The Company shall release all securities on repayment of all dues or on realization of the
outstanding amount of loan subject to any legitimate right or lien for any other claim the Company
may have against borrower. If such right of set off is to be exercised, the borrower shall be given
notice about the same with full particulars about the remaining claims and the conditions under
which The Company are entitled to retain the securities till the relevant claim is settled /paid.
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VI.

&M af)g)d @Sl ldeglo ©101.2Js@ @M@ 1emd Greg)E: 10 AW 1®es &Sl @)d ©1d]a)
adlSleemalemd aoodlae M@AIMMYO2O® GEOUGIROD 1N Aflltwwadw] Creg)d 1 &so
QDEBRM@OIBOSOT 00  HMUMIEE  9MBIWIBISNIARM  ACQOOME12Ro  BRAUGIVAIIBOM 1)
aflew@adw]  af)g)p oM Rl e Olellm  0.21ge. GROME. OMQ-BJal  GROUMIWO
afalewsruilenemenss 1@, enIdH6 1@E8 BRUGXMUIBEBBASEN0 1.2)00 (IMSMAIW @R (UGB
@B fo8MOYUOO/AIOMASD EM@ U  HMUMIES  oMd R Ile  mlaim]domdmd
BRAOO@BE (jOUMNGBOBHN)0 1 2lo PAUM ANlAIEMBEEIS)e @S] &So NUIIEBRMWOIWHE)
@01 0] M@)o

Loans sourced over Digital Lending Platforms
WlZ1Q@ eaidwWlot) ofdQ 6andmd0d (UIF1®E8 QI aldtd

Outsourcing of any activity by PCHFL does not diminish its obligations, as the onus of compliance
with regulatory instructions rests solely with the Company. Wherever PCHFL engage digital
lending platforms as their agents to source borrowers and/ or to recover dues, it shall adhere to
the following instructions:

adlmlag)a]af)afaf)@ MSOYM DOOID) (IUBROOMODT MO0  &I3eMIP Mot BRO M0
NDWIOBHOB E)OW MR, @I0eMo 000ReEaIQOT M1BGEUEBM  aldellenmMoImEs MW o
sHnm e 23@2001@1800. allMlaf)afaf)alaf)@ &HSo (UIEBRMOUOO &HENSODYM@ IMOW]
Qalo/Goegd 1@ ayslgle  afleessyeomolme@]  wlglgm  eaidwlod)  ofdQ GandeH608
@ROUQOS  aBRMODOEIW]  mlewdnlenymleomepo @R  @mlajo®an  @1dG6guesaBwd
aloeflen)o:

a) Names of digital lending platforms engaged as agents shall be disclosed on the website of
the Company.
af)BMOOEIW]  (alaudonlenym  WlFlQo  eaiMAlot)  oJdQEaNI®E0S  Gal@)dhud
aninl@es ecuenfeemgla anigloq]s;omgo.

b) Digital lending platforms engaged as agents shall be directed to disclose upfront to the
customers, that they are interacting the name of the Company on whose behalf they are
interacting with.

BRIV (alaidonlenm wlHlQa eaimduwlor) oJdQ 6a0dm@:E82S GROUD GB©6S
eal@lenem  @RrA/lnlawe mMsomMe®Mo  BMIMIWES Cal@je OalEBIBMIBNERIS
QD8RS oUgl0a]S0mm M1B63UE 180 0.

c¢) Immediately after sanction but before execution of the loan agreement, the sanction letter
shall be issued to the borrower on the letter head of the Company.

@RMA@ 166 0 alIMIeRL, af)MI@ ADWal &©IB MSa{leeNM@N @mi, Mo
SHMMI@0s 021QR 9anWIT AW alOWS)BEHMWIWDSEE BRMAM | HOT MM 0.
d) A copy of the loan agreement along with a copy each of all enclosures quoted in the loan

agreement shall be furnished to all borrowers at the time of sanction/ disbursement of loans
caded  HOIOIMOO  B®  aldBdalo 6D &HEIOI  ©ELE1lge8  af)g
D88SHNETRG)OSWY0 BIGOD aldBallo NIWal GRMAUEGIEN)M Ma®OB/Allmoem Mmaworm
af)8)d DWW ald®dBE0 MTGEHENSIEN .

e) Company shall ensure effective oversight and monitoring over the digital lending platforms
engaged by it.
&M afdea]s00m WIKIQ@ 0IdWlot) oJdQ Eand&EI0h altl(IBRI® EAGEMIFAYo
MBleseMmOYo &AM 9O 28 0.

f) Adequate efforts shall be made towards creation of awareness about the grievance

redressal mechanism.
al@d®]  al@land@  MonlwIMmeeman01a88 @oAIGMDWo M ylamaln a0 lwow
((o@6EBBUD MSOD0.
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VIiL.

g)

h)

Company shall ensure that a suitable nodal grievance redressal Officer is appointed by it and
the LSPs engaged by it which has customer interface to deal with FinTech/ digital lending
related complaints/ issues raised by the borrowers. Contact details of grievance redressal
officers shall be prominently displayed on the websites of the Company, its LSPs and on DLAs

and also in the KFS provided to the borrower. Company shall also ensure that the facility of
lodging complaint is made available on the DLA and on the website of the Company.
aflmesss/ WlElQ@m PWali@@d®] MW  AlEIOBW/ANWaleedd  OME e
(aIUEMEBBUD BOBI o 6.21QRM@ M BRMYEWIR [AIW 630 ENMIAW al©ID | al@ 1a0I® Ba81TVO0
moalaflggemsm &mml 90afyQIO00. al©I®] al@la0d® 2a0lMAAIeS MBS
allueesn eamml@es ecumeamgegleye GRMIMO0 af)@af)Mail-égleyo Wlaf)@dag)-
@&glago  ADDal  af)SFHNMWIDEE  M@WHYM  Bdbaf)alaf)M-2R0  («IDWIMJCODMIOS
(18U la 1860, Wlaf)@af)-@leyo &muml@es eaumieamglelo al@d@] M@B&HIMEBS MVIH® o
816 j2248) 1i1506nsmMo &MU 9O I8 0.

The responsibility of grievance redressal shall continue to remain with the Company.
al@I® ] al@ a0 M0 HOMOMUIEIMIo M)SAMMYo &HMIM1HE @M BRW1® 166);o.

Guarantors
200 J&OD@

When

followi
&80) A

a person is considered to be a guarantor to a loan, the Company shall inform him/her the

ng:
jeolow 6anemIMen 83 (80IMIW] al@lnem1eanemdwd, &mim] Gr®I0E/GRAIO

M jO@YM @20 (6380 @O W 860!

a. his/her liability as guarantor.
220§6020M of)M 0e]@ CEWIEOS/GROIIOS EIdW jO.

b. the amount of liability he/ she will be committing him/herself to the company;

GRWID/EEOUR HMIMIEWIS oOQSYENM ENIOW O®YOS GRGNOT;

circumstances in which the Company will call on him/her to pay up his/ her liability;
GRWIRYOS/GRNUIMNS MNDWI® ®IBEOIM MM GeWIeg/GRMIOE Allglenm

MJa0.2I® | 60RUD;

d. whether the Company has recourse to his/her other monies in the company if he/ she fail to

pay up as a guarantor;

GPWIWD/EROIR B0 RIA(EOIOM f)MM MW@ altMo GRS EOMM M lOIBWEOC,
BRWIGOS/BRNUDIOS AT aleMEBRGIM HMIMBE GROUSBID)EENSI;

whether his/her liabilities as a guarantor are limited to a specific quantum or are they

unlimited; and
80 RIXD(EOIOM f)M MW CRWIGHS/BRAIGES MNOW|OGBD BT («ICO d CrENIM

@12 100500 11566180 GREMI 1@ 1WIWIPOB®IEMI; d:rYsI0M

f. time and circumstances in which his/ her liabilities as a guarantor will be discharged as also
the manner in which the Company will notify him/ her about this.

80 RIAJHOIOM )M Meiwepss GrWIGOS/BRNIMOS MIDWIDEHW IO 1@Id:M
MAWOYo MIaN2IO Qo BSIO0 MM GEWING/GRMAIOO GRC1WIHNM dloilw)o.

g. The Company shall keep him/her informed of any default in servicing of the loan by the

borrower to whom he/she stands as a guarantor.
GPWID/@EOUR RIDJo MIMHOYM &So (UIEBRM@IWD I A l®YOS GTVOUMOD 1@

afomsslenye alFel o @i@ Hmm] GrWIeg/EPAIe GRO1WIE)o.

h. The Company shall keep him/her informed that in case the guarantor refuses to comply with
the demand made by the Company despite having sufficient means to make payment of the

dues, he/she would also be treated as wilful defaulter.

@81 ld BRSW 60O MO 1WIW @IBNMMEIWIF0 RINIHOIOM @MIM YOS GBI o
a12afle020 afllmenoleam mIa0.01o 001G, GE®INS/ERAINE AMialyBdlo ANF .ol
QU)o @OIEIW] HeMENIHeaM &MIM] GRWINE/ERAIOD @R 1W 18 0.
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VIII.

a)

b)

c)

d)

f)

The Company shall keep him/her informed of any material adverse changes in the financial
position of the borrower to whom he/she stands as a guarantor.

GRPWOIW/@RAUG RIAjo MIMHOIM dhSo OUIEBRMWIBHS MIMIOD |8 Muilo @ ©ensdd:)m
o0& 1age (~ IO 1@JeIN0® AIQEEBREE &0 la] HMM] CrWINK/CRAINE @R 1w leno.

Rate of interest /policy
alefle Mess/mwo

To be applicable to all persons offering the Products and Services of the Company as an employee
or otherwise in any manner and/or by any mode. The Code is based on ethical principles of
integrity and transparency and all actions and dealings shall follow the spirit of the Code.
SMIN®OS Q@ MEBBG0 GMVAIMEBBEo B HAUMEDIEM ~fMm wlaiwilcan aegemmssleyo
@O0 16ed @lolwleald ADWBIMo 0.2IQRM  af)e)d QUJSO IBDEN0  MIDWEBAIHNS. G
MA(NO®POSWo  MYOIOO@OSWo  HOM@ Id  OOIBROG @S IMNIMAIHE 1@WEE®I6N, af)g)d
(OURODMMEBBG 0 NSaldS)dBRo HIWIMen BROAdINeMm alflaoys)mMMmIE:eMo.

The rate of interest and the approach for gradation of risk and rationale for charging different
rate of interest to different categories of borrowers shall be disclosed to the borrower or
customer in the application form and communicated explicitly in the sanction letter. The Board
of shall also have clearly laid down policy for penal charges/ charges (if any).

alefle Meene OlMe smewames malwimale aflaflu afllednemsglepgs AP alendeoIs
ajoymo  aeflle  @less  @9sIEeMOIMEBE @EOI®o  GRGAISHD  Ganda @
QD@ A IBOIOEMIES) PalEBISMIN1EMIESI 0NUEIN]S;OMYBH®Yo BRMAD ] &OD T (L §HORIW]

GRO1WenBH®)o 021QRo. allP 21DAREHW/2DAR)BHW (9eemss @) ~fm e sedw] e
Qlj6020®] Mo QjeOAI6E 11gens.

The rates of interest and the approach for gradation of risks, and penal charges (if any) shall also
be made available on the website of the PCHFL or published in the relevant newspapers. The
information published in the website or otherwise published shall be updated whenever there is
a change in the rates of interest.

alefln Mlee)d:ge 01N E GUNEWAIMEE MalalMOo allvalailomyo (@oams@ o) PCHFL-MOO
een’eomQlo  AIBJAIBO)®EWI  MNIMDOA]s ~l(@6BE1M  (wIMRS&H01660)HEWI  0.21Q)o.
eaunieam@glead  @egemsslepe  dlolalead  (amlAledlenym  afllucesd  aleflen
MG adQo AIGYEMIEYEIe GRATEWE ©.21Q)0.

The rate of interest must be annualised rate so that the borrower is aware of the exact rates that

would be charged to the account.

SMMI®es 32601 abdlyaglene @dameeaImIw] alElenMO O [OSWIEE A lEID 880
mesesglo  Mileclonmolnge  EZHld  0.21gMO Mo  alBla0GleeMOlMMEs 8@
Mo lwdmOe Msalsl®anye mlainileyens.

Instalments collected from borrowers should clearly indicate the bifurcation between interest
and principal.

ANWalsod@l® @M eweldlanm olmeglm bl moeye ooilepgg aflezmo
Q@21 Y aflalafldlenemo.



IX. Excessive Interest Charged by the Company
SHMIM] enSI80)M GRA® loflte

The Company shall lay out appropriate internal principles and procedures in determining interest
rates and processing and other charges (including penal charges, if any). In this regard the directions

in the Fair Practices Code about transparency in respect of terms and conditions of the loans are to
be kept in view. The Company will also put in place an internal mechanism to monitor the process
and the operations so as to ensure adequate transparency in communications with the borrowers.
alefl Mlesn®glo BldM@loe aQ 2DA®BEo  (adlY 2DAMSBD  OWOeS, DasE; @)
meqpleanmalc &Ml @alload® GRMAIS OOIEBEe MSalS|®AMEE  OPINIE0.
NI O (I aldbg)0s MINIMLMd:Eo QJQIMNG:E)o MoniMWle) MY®IOJMOWH)0]2)288
0a0@AB (aDHSIN edIWloal MIBE3WEBRID &HeMES 192IS)EEOMBMIAT. &hSo (LIEBRYMOIOAIWE6
G0 na@ool®@ 20]WI®  MWOIOJ®  QOAPENMO M (ald W@ (A IURODMEBE0
mdlesilen)moImoe] &Hmml &80) RO Monl/lwdmale Mudailes)o.

X.  Privacy and Confidentiality
MVII0§O®Y0 OOV jIODEM®)o

i.  All personal information of customers, both present and past, shall be treated as private and

confidential and shall be guided by the following principles and policies.

9nl6EI8MIOE20S Mlainflapga®ie alP@OYAI® g QSO IN® AflIEBEo MIMIO )0
@aOMOODHARAIW]  HEMEOIHHBDPo M1 |O@YM  OOIBBE  M@EBEe QU]
N800 ]S) W0 ©21Q) 0.

ii. The Company shall not reveal information or data relating to customer accounts, whether

provided by the customers or otherwise, to anyone, including other companies/ entities in their
group, other than in the following exceptional cases:
DnlGEISMISOW M@& 1WEM gy ®lolwlcd ¢MSIWEmI CRW, HalEEISD ) GRENVMNSYHEAIW]
MNIMOa]s flIEM@BEEY  WIQEWI, MIOPA|O@YM  GRIVIWICAMAIW  MMAEERE18ILJI0M,
@RS  (afleal o HMMI&Hd  /  UDAINEBB QO[OS  GRAGO)  @MIMI
0UE100 ]S 0D

a. Ifthe information is to be given by law.
MOA(I5HI00 AUIGEBRD M@ & eManDs 1.

b. Ifthereis a duty towards the public to reveal the information.
Al 00110 ]S0MIM §aldM)RMETREBIS @BSAWIONSE: G

c. If the Company interests require them to give the information (for example, to prevent fraud).
However, it should not be used as a reason for giving information about customer orcustomer
accounts (including customer name and address) to anyone else, including other companies
in the group, for marketing purposes.
AUeesd M@ &MIT] @I@a |0 680D GBI |HalS;E&®INME 1T (9BIaNMED ),
QueIm  @s@M@IM).  of)M)mMdaRe, @IBLOGow)  GRMUR(EBENIW]  (Yafloal g
HMUMBH0D Do es DQIBHO )0 9ale@d8mIloman)01e e D lCEIHO)
GREOVNRHORHNO16D  (©a1EBIGMINMOO  Galde  AfledMOpe  ©Weales) ©88
aNIEERD M@H)MOIMEBE 680 &IeMAIW] @ OalewdNEno)® .

d. |If the customer asks the Company to reveal the information, or with the customer’s
permission.
9a16828M0T  &MMle®Is Al  0AIglea S0 BRI (O |S)d®IME: 1@,
@ReQ® 1M ©ale@I8MmINMe0 GrMA® IeWI6S.

e. If the Company is asked to give a reference about customers, they shall obtain his/ her

written permission before giving it.
D lGEIGMIEOOBHNO 2]  BQ) 0aN0MM M@HIMD  SHMUMIGWIS  CRAU|O]OT, GRO)
M@ M@ 1Y M EEAIB GRWIGOS/GRNUMOS GOADAJLINSE GRMAMI |1 (6BREMo.
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Xl.

The customer shall be informed the extent of his/ her rights under the existing legal framework
for accessing the personal records that the Company holds about him/ her.

916828000 lomee01a] &mM]  eadnio Qlafl@lenmM  ASOINO GOISBWD GRS T
eoigpmalmygg  mlanilepgg dlowa  agenysln &lYlapgg  GR®IEES/GROIGES
@ROUBINEBBES (1 (IaT0 10@80)0 2] OaltedsmInilom @rolwleanamsmoan.

The Company shall not use customer’s personal information for marketing purposes by anyone
including the Company, unless the customer specifically authorizes them to do so.

9nl6EISMINT  (alCO H2OW]  GRWIEI00a |50 egiEs 1@, &HMM]  OWe]IS®W88  GBOY0
Aflatemm @R jBBDEOIW] ©aleeIsmINMO0 Aled1N® Al QalcwIr)les .

General 5

9ald@OD®O:

The Company shall 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 been noticed).

canem  &01Me0  mlenimumdglage aljaimadglape M@ 1 1R160)MmM  ©E3w (63U ELI0®
QDD al8OI0MO0 @I 6BEI0 &HMM] eNSHISMO  BF1NDEN00  (AUIW aldIEM  EMEOOD
ougloanjsyomo0m Al (e @lcen]slslea s ).

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, shall 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.

®So (UM MM &So (IR GREOVENE (SOMMadB ©2IQYMO NS GRE JB@OM
01€] 20, HMIMNI@OS MEAMEDD MOQOME 2GR, CROIVD HBMIMILS OB~ ©oense: 1w,
@re dmm algle] o] o 21 lamonimeslc GrOlwleanmsmoam. GROMOo §edhAIQo
Moo 10 GRMM JOAIW] M@ICAIW &ID QLIS GRMME.2dW]Be6)0.
Whenever loans are given, the Company shall explain to the customer the repayment process by
way of amount, tenure and periodicity of repayment. However, if the customer does not adhere
to repayment schedule, a defined process in accordance with the laws of the land shall be
followed for recovery of dues. The process will involve reminding the customer by sending him/
her notice or by making personal visits and/or repossession of security if any.

QDD aldd M@BEYEMIOPLD0  OYd, &IaPAUW], @ldlysal Maw@aoe afamlasem  @mim]
Oaleedamiln @lcolysal (wiel® alwdledlen)o. fmMIo)mieys, Oleedamdn] lolysal
MR aallenymlegss1a, @s1gg e afeenes)aemolal ©2% {000
M @aeEBROMM Y00 MR 16000]s 8Q) (i@ &M oil0msole. e (aid o
9a16828001l0m @23 la{lenMmoIm®]  GeWIDES/GRMGSS GRO W]  GEE GM®yo
QUjS0 e IODI®  VBAWMEIBY  MSOOYM@  dhSIOM/GRALIB 1M  alem®o  OfleENSs)e0M™)0
9ubea]Sg0.

In the matter of recovery of loans, the Company shall not resort to harassment viz. persistently
bothering the borrowers at odd hours, use muscle power for recovery of loans etc. As complaints
from customers also include rude behavior from the staff of the companies, the Company shall
ensure that the staff is adequately trained to deal with the customers in an appropriate manner.
ANWaletd QNleMssE0M  &IOJO0 1@ SMIM] QalBNUBOIW MSa{le:wtd MileG 180660,
GROIWO. BQOals MAWEBEIM &So (UIBRMOAUOO MEIMES BRI [Oa]S;OD)d, (LI al
©10)2js@WEOM enitlo (aleIUIlen)d SR IWAL ©aleRISMIGOGI® MIMBE 11T 6 go
SMM1®Y0s HUNEOIVOS A IQHAI® 6 lQ)AIQOR0 DUDOAIMOIMIM, HalEEISMIEOHGNIW]

9olomo® Aol lm ensealisdm el amwI®W ldlwlaime Zlaimendd  emslallgyeensmy
&MM HOa]dH66Mo.

The Company shall not charge pre-payment levy or penalty on pre-closure of housing loans under
the following situations:

@IOPA|OWM  MIaD2IQEBEIM NN ANWaldd @)Mdys] ©10]ajs®aemM@ 1M &mim]
Dy d @ldlgysal eainflewd allvewd gyosdssly):
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Vi.

Vii.

viii.

a) Where the housing loan is on floating interest rate basis and pre-closed from any source.
BAUM  QPWal Gqgdslot alefle  dlesslmen  eeslmuodmonlegg®e  afoo®slelo
eooqlcd mlmy eMes] ©1@]1.2saj0y0.

b) Where the housing loan is on fixed interest rate basis and the loan is pre-closed by the
borrower out of their own sources.

UM ADWal adlémw  aleflle Messlmen  @eslmuudmon land e ®)o
QDDA lOWSHM@IWD  (VIMo  GMIOMGBEI@®  @la an@al  @Mdeys]
©10) 2js@ BP0 ©21QY M SOV .

The expression “own sources” for the purpose means any source other than by borrowing from
a bank/ HFC/ NBFC and/or a financial institution.

963w OO IMO®]  "MIMo  GMIOMHD" )M alB(elC@WINo  GRAMUIAIEN MO &)
enid@s/af) o] af)al M af)@denilafalim] &s200/Goeg)E: 1@ 680 WME&IO, MNdaIMODI@ MM &So
Q683 M@ 12RESWRPODM AEROO®; 1o HONIISo af)moem.

All dual/ special rate (combination of fixed and floating) housing loans will attract the pre-closure
norms applicable to fixed/ floating rate depending on whether at the time of pre-closure, the
loan is on fixed or floating rate. In case of a dual/ special rate housing loans, the pre-closure norm
for floating rate will apply once the loan has been converted into floating rate loan, after the
expiry of the fixed interest rate period. This applied to all such dual/ special rate housing loans
being foreclosed hereafter. It is also clarified that a fixed rate loan is one where the rate is fixed
for entire duration of the loan.

afgp WRAUGB/MOalH|@ GOQ (alld A, Gegoglot) af)MII®YEs MoEWIRMo) aNDMIlouY
caNM®Bo  (af-6gOd  MAWOM), GeIda aflémaA) GregE I 6aoslow) Mloes laidcemd
af)maleom @R la] afdléMA/EaEd5lot) MlEES 1N MPWHNI® (ofl-6gIHB AdMBEMLEERLD
GRBAHB6)0. W RAUGB/MOaltj@ GO aODMTol) GRIIMIEENS @0 0m 1@, Muilo el
Mless)  @oaiwgnl  GRAIMIMIgd 1M GWado, Gagd5lotY 60Q  eamIX]  al@laidommo
0210 0 60O, GoJo5lot) M1EEe MO0 (afl-efaUd MOMBEMWO  MDWEHAIB0. N1 2O
GaDdAGHIM 6.2IQYYM ENOMDo DOF/(aIEM d MO AN DD alddsN)o DO EUIWEHAIEN.
afl&Smual 0 eapem  af)MO@@  AD@al@pes  @w)und  sdel@gailmnge  mloss
M) ofl@1enm amaem af)Mgo OSOAIHEM;.

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

MaD-NDWO@ISBOUIQAIEWI  @REPOMEDD  QUISOINO® QDD alds0ddss  enflmiimqy
avlodwss og ©GRAINEBWENIW] GEMAIGle] GqgdsloY 60OQ GSo GaemIw  @mim]
GaNdBGHIHD 210BR) BN/ (o fl-Ga I 0T alledtd apaoD .

To facilitate quick and good understanding of the major terms and conditions of housing loan
agreed upon between the Company and the individual borrower, the Company shall obtain a
document containing the most important terms and conditions (MITC) of such loan in all cases.
The document will be in addition to the existing loan and security documents being obtained by
the Company. The Company is advised to prepare the said document in duplicate and in the
language understandable by the borrower. Duplicate copy duly executed between the Company

and the borrower should be handed over to the borrower under acknowledgement.

SN @Yo AUJSOINO APWaldOd0M)eo @erilm Mmoo laflg)e8 SAIM AP AI®YES (wIWIM
MlenIMME 8o QjIMNGEe AN 2R MMIWo AaMMIANEHIM, af)Q)d MIa0 .21 (6810
@ROMO0  ADWal®)OS QA0  (aIWIMOals MlNUMMEB:Eo  QUjOIMIBE)o  (af)osaf)slm])
@RSOBEI 8@ coal &MIM emsje. e coel mlalinllepgg APWalWen)e &mMMles alglen)m
aleM®  GEAUIBDHN 0 o R0eEWIWIBEN0. (MO GOl  OMladb®a|d®o  &So
QRERM@IDES  am@]ed)™m  BIaWlepe  OIOIEOID  &BMMIeWIS  MIdegudleemy.
SMMI®Y)o &So NDERM®IG e ezl ®INNW] msaflands® w odleenq eddafl @so
Q6ERY)M@OIDES EMI®IM) &G MOdH6eMo.
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Xi.

Xii.

XIl.

a)

b)

c)

Display of various key aspect such as service charges, interest rates, Penal charges (if any),
services offered, product information, time norms for various transactions and grievance
redressal mechanism, etc. is required to promote transparency in the operations of the Company.
The Company shall follow the instructions on “Notice Board”, “Booklets/ Brochures”, “Website”,
“Other Modes of Display” and on “Other Issues” as per mentioned in the Master Direction NBFC-

HFC Direction 2021.

SMUN@0S (IUIBODMEBBE W MROIOJ® EatdOIa0 la{leeMm@ 1M eralim 0 leeesw, aiallw
MEENBWD, allP 2DASHD  (DOMNSH @), 32a0d 021N GIVOUMEBBYD, H@amM  AllUEERMD,
alaflw @saNBENnE8 A  AIMBEMWEBBW, al®dB®] al®land©® MonilwdMo ®yseslw
aflaflw  (@wdm e  (BAWl.{lesnamsoyes.  @dqYd  WOSAMD  af)odenilaf)admil-
af)ofafafm]  w@OsHmd  2021-@  Mgalla{lafl@lenm  (aidd0o  "emIgIM)  GeniddW",
"NRASORIQ)BUD/  GENIDHNBW", "alnIeamQ”, "aQ  (nIBBRM Bl I&HW", A  (alUdMEBBWD"
afmluelear mldeguweswd &Hmim] aflomysogo.

The Company shall display about their products and services in any one or more of the following

languages: Hindi, English or the appropriate local language.

&M EEAIRES O MEBO8®Po  GIAIMEBBOg®0 &0 1a]  emla]o®@  &86mMd
@O alW]®ead @ HHEI0 (nIBBUEla{le00: «01mE], eoglsl Greg)E 1@ ©ollMI® (a1268w0 e
@dc.

The Company shall not discriminate on grounds of sex, caste and religion in the matter of lending.
Further, the Company shall also not discriminate visually impaired or physically challenged
applicants on the ground of disability in extending products, services, facilities, etc. However, this
does not preclude the Company from instituting or participating in schemes framed for different
sections of the society.

QD@ al®es  &IOJOTIc  HMM]  eflonesso, IO, a®o fmMlu@es  GoSIMNdM O 1Cd
afleqlaiMo  @26eMIEO@QD.  &3S00M, M@ [MEBBUD,  GIVAIMEIBW, MVHOJEBBYD QYOOI
aflapellecleamalam  eociseljom o0  GeSIMOIMOMIM  &d¥al 00l |E)E8NIGD
®OR@ e 09NUMALYSBNIGED  GRW®  GRGAIHUMEOIS &HMUM]  Aflenlaimo  @demleslg).
af)mlegmaaye, meganowileal aflaflw aflednBenIW] ©aloaomW]gEes Mdlaew
mnda leeM@1emd @O M lo®:sye0m@lemd e® @mimle® afleleeymlg.

Complaints and Grievances Redressal
al@ID B8 o MB:SEBBE0 ald1nO® 86T

The Company has a grievance redressal mechanism in place to resolve complaints and grievances.
Such a mechanism ensures that all disputes arising out of the decisions of lending institution’s
functionaries are heard and disposed of at least at the next higher level.

al@I® 80 MBSEBRGLo ld1an®18M@ MO HMIMBE 8®) 1EdX®] alland® Monlwdmo
mlainepeng. @eomEeRd®) Mo lwdMo AW al M@EYM MNdaIMOTITO0 IO B80S
®loy@omemrgl@ mlmyo oesallenm «fe)d OAHOMEE GRS)OM QWAM OAIOD 1eald:lalo
CHDHNBHW®Y0 1O 1aDB|BOB®Y0 6.21QYMOUM) HOA|IE,.

The Company has a system and a procedure for receiving, registering and disposing of complaints
and grievances in each of its offices, including those received on-line.

SMMI®Yes @361 daflmdglae @daeecimI®] aIEleaMO QUIOa]IsS®E8 ~lRdD 1dhg)o
eseBgle  Miadlenmalne  oZlQd  0o1gME M  alGlan@1ENMOIMME8 8@
Mo WMo Msalsl®anye mlainileyens.

If a complaint has been received in writing from a customer, the Company shall endeavor to send
him/ her an acknowledgement/ response within a week. The acknowledgement should contain
the name & designation of the official who will deal with the grievance. If the complaint is relayed
over phone at the Company’s designated telephone helpdesk or customer service number, the
customer shall be provided with a complaint reference number and be kept informed of the
progress within a reasonable period of time.
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XIll.

d)

e)

f)

b)

80) 9al16E28MINl@ MM coanMelo B0 1020 aiclaflgeamss: I, BdY a1 06861
GRWIDSHS /| GRS &) EMI® / (IO dHO6Mo GRWHNIM HMmIM] (eale)o. ~lEI®
00&B@IO 0 6.21QRMN HEBJINMAMOO Gald)o aldil®o @M@ eaIw]dlenemoe. dmmIw,es
M6 65216a026M 0a0@a] WM &1ERID HalEEISMY GIVAIM MMGIEAID Gandam1eRes al@d@
@0 1w 1668 @I06ME: 1@, OaltEIHMINIM 80 alEI®] 0adOMM MMIG MGE)EB@o M OWAIW
MO0 IMEEIm ReEIXNT 1o0Wen)V]a] GROIW]end&®)o 6al1Q)o.

After examining the matter, the Company shall send the customer its final response or explain
why it needs more time to respond and shall endeavor to do so within six weeks of receipt of a
complaint and he/ she should be informed how to take his/ her complaint further if he/ she is still
not satisfied.

@00  l0ledWlo@lm  GUoao, HMUM]  ©aleEI8MININ  GREIMOO GRIIA  (al®l&E6mo
GRM &6))0 BROLE M (w10 BB 18OIM &IHOT® MAWo BB IAIW]T UMD Af)A0OE:I0MSMY
ANdleElen)eH®)o  aled®l algly] @R GRYUWHNESE I GO 62IQOM (VA 1BHW®o
GEWIW/GEOUR  ENGaD¥0  @)alMOEgE | GPWIBES/BEAIBES lRID ]| of)BBam  26MISY
OBI6MBYBAIIBHEMORM @R W 1EO)SB®Yo EEMo.

The Company shall publish the updated Customer Grievance Redressal Mechanism on its website
and each of its branches which will provide e-mail id and other contact details at which the
complaints can be lodged, turnaround time for resolving the issue, matrix for escalation, etc. for
lodging the complaints by the aggrieved borrower.

&mml  eealnen  eainisamglege  GR@IMEO &6 (DGR  GRaTeWG 62O
nl6EISMY  al@ID®]  al@la0d®  MoilwdMo  (aME®:@ 1800, GeEl@  Galomi®
QPD e ldOI0M Al B0 Madq{leamolmgs -0l enfw), aled@] madsleandaym
aQ mmAee AflwEdowedBW, (WMo alGlaN@1ENMOIME8 MA® I Wldw, «f)me:eald
Rl & moan®al 9eedw1d]en)o.

In case the complainant does not receive response from the Company within a period of one
month or is dissatisfied with the response received, the complainant may approach the Complaint
Redressal Cell of National Housing Bank by lodging its complaints online on the website of NHB or
through post to NHB, New Delhi.

alEX@ 186200 80 adMomImgs]m emmlwlc @la (aolaceme aicleaymlogelean, aicla)
(@ 1@ eemom @ @Yo To @ log)@1eald, 1@ 180200 MIHeM@ ~0DMlot) DB INOO aled0)
al@1an2® equgflom malaeed0mmieny. af)0dag)ajenil-@yes ecuenfeam@lalyes
R06MeeaIMIC®I af)Maf)afenil, mjZWdaclwlealds) @ald@ UFIE®I al@IO] MAda{len0.

Advertising, Marketing and Sales
aleM jo 0.21QM, 2IBEOG 100, Al@da]m

The Company shall ensure that all advertising and promotional material is clear, and factual.
af)gP ~lOM(EBBG0 O IdEMIHM@ OAGICIWaR®B0 AUJAMNRo UM @YW YO RAdOEMMY & mia]
90 P866Mo.

In any advertising in any media and promotional literature that draws attention to a service or
product and includes a reference to an interest rate, the Company shall also indicate whether
other fees and charges will apply and that full details of the relevant terms and conditions are
available on request or on the website.

af)ooss1age MIW(AOM10AI®)0 B IIEAIHEMT MO 1O O 108I®)0 ~fOdE 120 ol o1 1@,
80 GIAINOIGRID Q@a MOIEa (VAL CREAMIENMMo alefln Tloesloman0la)es 8
0aOMMo OWOASM@IOME T, a7 Mo MBS0 MIDWEHAIEGEMD )Mo (A INEOAIW
MNIMLMSSOS®Yo  AUJOUIMNGBSOS®Yo  PAUM  ABIoEBEJ  BREJAMIM  (aldhd0o
@rog)@ 1o enumisam@lam aigjadeemm) &M qug.afla{l66)0.
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c)

d)

e)

f)

g)

Xiv.

The Company shall provide information on interest rates, common fees and charges (including
penal charges, if any) through putting up notices in their branches; through telephone or help-
lines; on the company’s website; through designated staff/ help desk; or providing service guide/
tariff schedule.

alefle MeenHW, 0aldmOD®  ofl0Y, 203G  (I1Y 203YHW, eemEs @) «fmluew
0121388 Al &mMM GRAIES WIeIH:E1M eMISIM esymMalayes; osaileanded sl
0a0@a] 00aIMEB UF; smumlayes ecunieem@lod; M1@e® qUIal/0anTa] owmid s,
@ROQE 1@ GTVAUM AIBNEOE/MIT ol OsUW QWD RIGAIHNM 12130S, M@ h)o.

If the Company avails services of third parties for providing support services, the Company will
endeavour that such third parties handle customer’s personal information (if any available to such
third parties) with the same degree of confidentiality and security as the Company would.
MaOI®E  GAIMEBBWYD  M@EHM@ M@ &MIMT  @a3Mdo  HeH1HEes  GIVAIMo
9 16WIUT 196 H@I06ME G, GROMOo AJMo &HH B QaltedsmININen misIo Allnioesud
(@eOmOo  @YMIo  HEH1BDSS eI AdeME M) HMUMIWES  GRC®  MlainDEOW lapes
©aOM DODSHMEWIS)o  MYOBSHEWIS)o @S| 0OB®IO o  §a1QRMOAUM  HOAIEOIM & MUM)
(o2 186)0.

The Company will, if felt appropriate, communicate to customers various features of their
products availed by them from time to time. Information about their other products or
promotional offers in respect of products/ services, may be conveyed to customers only if he/ she
has given his/ her consent to receive such information/ service either by mail or by registering for

the same on the website or on customer service number.

S,  gofloeam @Y COIM)Maldio, ©alCBISMISONES GOOUD  f)S;0015)88
oo memgies allaflw  mallersosegenolenial  mawimaweasgl®  epueallnlawe
MSOMYo.  GR@IMOO A OO |MEIBEZENOIGLD OO A MEPBU/GTVAIMEBW  Toenimu]a
0(aICADHIM@ E3DadN)HO8HN01ED 988 ANIEERWY §aleBISMISHag BROIW]endnMMI6,
@romoo  Aflalessw/emalne  ai€leymaln ol lewd onmnisemgla Creg)s: o
amad  madallm’ omol@  eZlgud 021 0Re®:IEME)  9altEISMINT  CRWIBES/GROIB)OS
MEAMo M@ 1WIM  Ad(Mo.

Company has prescribed a code of conduct for their Direct Selling Agencies (DSAs) whose services
are availed to market products/ services which amongst other matters require them to identify
themselves when they approach the customer for selling products personally or through phone.
OO o |MeBBud/6M MR Aflatem]®  Af)@01e6Mm@ MO &M alc@IWlHnMm W@OBS
omgfloty aPRAMNHD6E (WlaflWaf) HMIM] 80 6nl@)@dQalgo MIBE3W]aflgms. GO IC
0QIB88NIWOENIajo OO MY All@Banma M| GoaId 8 ©alesdsmdnilem emmlesd
Gandem AuFlewd mdlafleoemod GeAIG MIWo ald]alWeq]s;0memeamo M1degwlaflgiens.
In the event of receipt of any complaint from the customer that the Company’s representative/
courier or DSA has engaged in any improper conduct or acted in violation of this Code, appropriate
steps shall be initiated to investigate and to handle the complaint and to make good the loss.

&nml@es  (olnlwlesdolwd eeegl@lad  wlaf)Maf) ofoosslape  G@eM)alload®
0a1QDIQOM @  a)JBOn|SHEWI  GREQ®E: G eV 0al®)AIQ230 Lloral#e)HEWI 621V O@OW]
9n 16826000 1@ @M afoan®lepo 1] al€ledM, aldM] BREMIM]E)ME M) Bed:®:I® Jo
021QRM@ 1Mo Mo MBOTM@ M0 GOUME ©oflOad® MSalsl®:ud GREEHOMMIEN.

Process for release of securities/property documents in the event of demise of sole/joint
borrowers

A)B/ MBSO  AUIW e IBHIOM  AOEMOA]S)MM  MIaD IO OV oMV d:JAIGIed /|  Glaldn]dS)
ol Olellm) e.o1@MOIME8 Msals)@ao:
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In case of contingent event of demise of sole/joint borrower, the Company shall return original
property documents to the nominee/legal heirs.

af)BH/Mo@EM DWW aldHIOMO0 GRSHMAIBAIW AEeMo Mo em)H@ieemes 1@ &Hmim] acl=Elng
Glaida]dg] coeu®® emaalmles / MWAnIEMI® GRAIGIE &S ©ldlod M)

In case of obtaining original documents of deceased customers, the following documents of
nominee/legal heirs shall be verified by the Company:

DOEMOA]s U ald0IQes S01ZIN@ CoeIsBW @IC1od M@eMM MW
emaa 1m1@yes/M 1WA IERI® GRAIGIW]HE0S DM la]O®WM ERIGW &M ald1eudwlenmmen:

i. Customers Death certificate

QDWW alEIQNS @M MASlallenq

ii. Document establishing relationship as per existing KYC norms.
mlainepgs e8HeecUm] @admeeMWeERWY @GRMMVE 1] Mo MLdATlEe M GoeL.
iii. Legal Heir Certificate/Succession Certificate/Letter of Administration
M@ 1EAI® BEMIMEIUBIW MASladleoq / allamysdajdusdv
MAgladlenq / 0e1Qd el @pwelmImiesd

iv. Nominee /legal heir photo ID proof
emalml@yes / 0O®AIEA0®  GROUIGIEIWOS  Ga0dEFOW)SS
@S]0 @ co6u

V. Nominee/Legal Heir Photo & Signature ID proof
emaa 1m1@yes/M 1WA IEMIW GRAIGIWIWOS 6aNIE5IMW0 Bald88 © 1010w o6

vi. If all legal Heirs are not present at the time of document collection: POA from each of them
to be obtained in format as desired by the company.
GEAUSUD GUOEIMHNM MA®OD of)gd MWAICAIW GROUGIWE &g MM laclmoeg ) ]a:
@ROURI B26IQOM@IM Mlme &MIM] @RWIAC1ENRM MO YGWI®M ollaaf]) QId6BaMo.

XV.  Guidelines on conduct towards microfinance borrowers
002¢(@ a0 MMM AUOW ald)ICISEB Oal@)RIQo MoeniMwl.e] 20BN MBEGREBBRMD

In addition, the Company shall also abide by the guidelines on conduct towards microfinance
borrowers detailed as Annexure | as required under RBI’s Master Direction — Reserve Bank of India
(Regulatory Framework for Microfinance Loans) Directions, 2022 RBI/DOR/2021-22/89
DoR.FIN.REC.95/03.10.038 dated 14" March 2022.

@@ IM  aROGD, GRAMe()®es @B WOSHUD - Olwdal  mPs  @dal ey
(0026(@®allmMOMMY  cRNIMB:DENEE  000eRIQ0]  aa®lodss))  MdE3UEBBMD, 2022
RBI/DOR/2021-22/89 DoR.FIN.REC.95/03.10.038 ®@@®@] 14 @d@a] 2022 @l @eMEUMWo  I-@
aNweadeswls 88 00E(@IadlmIMM (UIWAlENIEOIS)SS 0al®)@dQo  Muosrumwlel
223YMBE3WEBRG0 BHMIM] BRMMVE 186 0.

XVI.  Review of the Code
CHOW MO0 @RAIGRIIEMo
The Board of Directors shall conduct annual review of the compliance of the Fair Practices Code
and the functioning of the grievances redressal mechanism at various levels of management.
endAW  @daf AWOSHESFM 060@DB  (aDSSIV eHIWIMOO  aldRIMeODEN0 )20
ademgonma a0 aNaNw oeleesg o 1@ al@1a020 Mo Nwomommen
OUROMMeOmENOef)o ADAH]S @ROICRIDSHMo MSOMyo.
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Annexure |
@RM)eNIMbo |

In addition to Fair Practice Code formulated by Piramal Capital & Housing Finance Ltd (“The
Company/PCHFL”) pursuant to Chapter XIll “Fair Practice Code (FPC)” of Master Direction — Non-Banking
Financial Company — Housing Finance Company (Reserve Bank) Directions, 2021 issued by Reserve Bank
of India (“RBI”) vide RBI/2020-21/73 DOR.FIN.HFC.CC.No. 120/ 03.10.136 /2020-21 dated February
17,2021, the Company shall also abide by the following Code of Conduct detailed as under pursuant to
RBI’s Master Direction — Reserve Bank of India (Regulatory Framework for Microfinance Loans) Directions,
2022 RBI/DOR/2021-22/89 DoR.FIN.REC.95/03.10.038 dated 14" March 2022

afloda@ @ 2ailQ@ & andMot) adlmodm el g/ &mm'@es 0ad@B  («IdHSIM e oWIMdO0
@RMENIMDo. HalENRAIG] 17,2021 @M 1@ RBI/2020-21/73 DOR.FIN.HFC.CC.No. 120/ 03.10.136 /2020-21 (al&J00
olmaal @ 6.0 e (‘GrAMen])") 2021-@ O8]y BIIND WDOSHM - GMIM-6nIdeEs ot
a0 lmODf@ SHMM] - a0V Tot) abdlmodm &mml (Gldal mnss) GeWw ™o Xl "9a0®@  (alddSImY
e®OW  (FPC)"  @eMMElael  adleda@  &oailQed & a0omlor)  adlmocdm’  eflalgal
("&MM VoM af) 2]af)alaf)@") ©alle0la 0a1®B («IdHSIM E&HIWIM a0, GRAMIlonf)@es adqD
WOossd - olwdal D& @dafl @  (90AGE@IANIMIMM  GRDMEGDENEE  000EIQO]
00 loBSEY)  M1BE3UEEBRMD, 2022 RBI/DOR/2021-22/89 DoR.FIN.REC.95/03.10.038 @I@®1 14 @mdda] 2022 @y
&9 afleades w1588 MI0¥a 0@YM 0al@AIQ2i50 0 &MIM] GRMIME 1860

Application for loans and their processing
QI ald D888 BRGAISHDYo GRS O(atdMQ oo

The Company extends microfinance loan i.e., collateral-free loan to a household having annual household
income up to ¥3,00,000 irrespective of end use and mode of application/ processing/ disbursal (either
through physical or digital channels). The household shall mean an individual family unit, i.e., husband,
wife, and their unmarried children.

&MU 00a16(@dad MMM aIdem, GROIW®, ©). 3,00,000 AUOE APAHE NIBaC]d AUQIRINMSS B
)S06NI0M 1Y, @RITIA Oale@INARe BBflEENM/ GlaldM@lov)/ aflmmemo (adlmileen® Greg®: lod
Wwlglg@m 2nmapsH Audl) afmlal «Idlnemlende® @ea, endSIgPOm AP al MGE)M). &)S)oamlo
a)MI@W B QAUISO NG &S0l WREMIQIAM, CEOIW® EAOMINT, B0, GRAIGES GRAINDCIMOI®
)5 BA.

Furthermore, such microfinance loans shall not be linked with a lien on any deposit account of the

borrower.
#4500, GROMOO  HOAG(@IalIMIMAY  GRIDEM)EH:WD  @So  QUIBRMMWIBOS  oOOB 18R OWEA MG
@REOVNE 108l 3 alem@ORAIW] el {leommegy.

Privacy and Confidentiality
M1 IO Do @DV |IODEHM®)o

The Company shall mandatorily submit information regarding household income to the Credit Information
Companies (CICs) and the reasons for any divergence between the already reported household income
and assessed household income shall be specifically ascertained from the borrower/s before updating the
assessed household income with CICs.

0B AURYRIMEODENO 1288 afluessr  e&mml  mldnmwadr®le  adWIG  emMandeasud
SN B0 (V1enf)M]) Mada{lenemo, &3s30® @ IMdo O16aldds 021® NIBaOle AIGAIMNYo
HMEOIBON®  NIBaG 1 UQAINOYo  @edilepss  ofommelepe QIO IWINOVIMEE  @I06MedsU,
HEMENISH 1@ NIBaOld QAUQRAIMo ABWIG OMalBeastm HMIM1B800® ] @raTewg 6.2i@malal
Ml @So QIEBRMIGI® WM (nIGO dho BHOSEODMNS®IEM .
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The Company will ensure to provide timely and accurate data to the CICs and use the data available with
them to ensure compliance with the level of indebtedness. Besides, the Company shall also ascertain the
same from other sources such as declaration from the borrowers, their bank account statements and local
enquiries.

aBWIQ  NManBCAMM  HMIMIBDHE  MAWENIMWIMORe & YOJORAI®  WIQ  M@&OAM)  &mIM]
D0 PENB®Y0 HSMNIDWJO@OS M 1aINID0 aldellenmemsm §0alddnd0 GRAIMES AlsO@ LIGRNIW
WIQ ©alC@INTHH®o ©21Qo. YSIOM, dhSo (UIEBRMAUBI MM (alflljdalNo, GROUMIOS eNIDE
GREOVENE  GAUQOAMOEBM, (+126BUE & BREMIHUMEBW oMU GaldeR88 g GMIO GG mlmo
SHMUM] @ BHeMSODY0.

Rate of interest /policy
alefle Mess/m®o

The Company shall put in place a board-approved policy regarding pricing of microfinance loans which
shall, inter alia, cover the interest rate model/ approach for arriving at the all-inclusive interest rate,
delineation of the components of the interest rate such as cost of funds, risk premium and margin, etc.,
the range of spread of each component for a given category of borrowers; and a ceiling on the interest
rate and all other charges applicable to the microfinance loans. The Company will make certain that the

applicable interest rates and other charges/ fees on microfinance loans will not be usurious.

000G(@dad MMM GaeMdges Aflaimldqp@oe  MoenimwWla] &MM] 8@ GeIAW-BRWE: O M®o
mundafl@6ge. aneng)dtd, OlVes  (oflalwo, @dd2Em myoenwal, 8o mlilo alleonoomlepsg &so
QI26B3MAIRGOIW] @26 FLISGHOM IMOO®Yo  AUJIalMODB MO0  al@1W]; &3SI0m  0eaEd@dadImIdMY
QDD ol de6) NOWGHAIW alefln Mleenge g fed 2dBR®E)o. 00AGEIANIMIMM QI ald:g)es
NDWSHAOW leflte MEENGBE O 21BREBE)0/0lM)o aIS8WS]HNMMOLM &MIM] HOA|d86)o.

The Company shall disclose pricing related information to a prospective borrower in a standardised
simplified factsheet which will contain critical details related to the microfinance loan, any other
collateralized loan and fees to be charged to the microfinance borrower. There shall be no pre-payment
penalty on microfinance loans.

00AE(@Ia0 MMM cRem, ACREME12)o OBIBIQNNRIMIAW  GRID6M, HEAEGEIAd MMM AID® aleed® lod
mlmY @9s26806n8 oflM)  af)mMlI@@O®] I3 TRemI®e (flEIwWEEBYD OWOENIBSIM &©)
MoWdReM  Igloadds1® w008 MAGIB &Ml 80y ©dafl Andaeedem  allemldepayadw]
emﬁwe.;dwg Al 001810 |S0M0. BORG@IANIMIMM QDWW alddds) )MDdEyd @101 osWEO@ oily
€080 1.

The Company shall prominently display the minimum, maximum and average interest rates charged on
microfinance loans in all its offices, in any literature issued by it for related loans and on its website.

00E(@IabImIMM  ealdem&EIm  envsdanm  almldo, alemdiw), wEdw®] «lefle Mesen)s:wd  @mim]
@@ 1Moo  ofegp  eadléglege MM AP@WalsdeOIW]  aRO0a]slle]  afoo®slayo
alrapcaleldgleye RO 1Me0 onlmisamglapo (wieeUndW] (alBdW la{le)o.

The Company shall inform any change in interest rate or any other charge well in advance to the borrower
and these changes shall be effective only prospectively.

alefle  mlesslean oeQomsslage 2DARBEICRD  AUOYM  «f)OM0ss 1o AIQEOMEN1a]  @mum]
QDD lOWSHNM@IOE  MMDBYS]  GROIW 800, 0 @dQemtd edallwle @d@en  (aldenial|owila
QUG 1H088.

Disbursement of loans including changes in terms and conditions
AR aldges allmeemoe, Mlenmumaglaye aljaimadgleye adQeamw uWeales

The Company shall design a standard form of loan agreement for microfinance loans in a language

understood by the borrower.
QAN loWSENMWIDHE M 1RIdE)M EIHWI® 00AG(EIdIMIDM AW ald:D0IW] &MM] 8
MIWIEM GRIdEMD @®MIONN ©Yalo MT)o.

17



Internal

The Company shall provide a loan card to the borrower in a language understood by the borrower

containing the following information:
QP 9200 amq1eddym 8211 enmlajo@m Aflieear® GrsRM o G &I
HMUM] AUDW alEOIOM M@0

(i) Information which adequately identifies the borrower;
HSo UIEBRM®ING U@ @ 1@ g0 l@ym allaioesw;

(ii) Simplified details related to pricing of the loan
canemlmeo aflai@ad@] eumwea]s aigloadw aflwedowessnd

(iii) All other terms and conditions attached to the loan;
QP al@2OW] IO 20Qed MlaIMVMEEo QljIMNGE)0;

(iv) Acknowledgements towards all repayments including instalments received and the final
discharge; and
eIl @QIM&Eo GEAUMIM WM 2AR0 OWea]es af)g)d ©10]aysOReeNRM8s
@MNOYSHUD; B)SI0M

(v) Details of the grievance redressal system, including the name and contact number of the nodal

officer
MW@ B32allMOOS Gal@)o MIMWE]SIMBE MMIN OUWDOA|OS al@I®] al@la0d0

molwdmoolnden ailtwedowsdswd.

The Company shall ensure that any issuance of non-credit products shall be done with full consent of the
borrowers and fee structure for such products shall be explicitly communicated to the borrower in the
loan card itself.

&S0 QUIEBRMAUROS algB6 MIAMEOMIOSWIEN O(BWIG OO Q@a|MEBEOS eNH(y ©-21QMOOM)
SHMUM] 9O PENBHWo BROMOo Y@ ]MEBBEOS dlM) ~aIsm GeIde &HIBWIM @M QI alsnI0eMm
Qlje000W ]| ERCTWIEe)H™o ©21Q) 0.

General
0ald@OD O

Itis implied that outsourcing of any activity by the Company will not diminish its obligations and the onus
of compliance with these directions shall rest solely with the Company.

SN0 ooOB a0 (aIUIBROOMOT MO0 8D56MIFMTor) GR@IMOO NIW MO8 @)OW &6 logjmm)o
g0 Mdegwemmud aldellemymalmes npw o &mnmlwlm adOadWlcleneamye @ Mgallaleam,.

The Company shall have a policy regarding the conduct of employees and system for their recruitment,
training and monitoring which shall lay down guidelines on the minimum qualifications for recruitment
and necessary training tools to carry out day to day activities. The Conduct of employees towards
customers shall also be incorporated appropriately in their compensation matrix. Additionally, the staff
shall be trained on assessment / enquiries regarding the income and existing debt of the household of the
prospective borrowers of Microfinance loans. Any training offered to the borrowers, shall be free of cost.
ZlIMSOI0OS 0 l@)DIQo, BROUROS O l(dhy50amMA, aldldlaimo, MI@)eHemo  af)M Iy monimWlel 1)
m@o  HMIMES ©MEIWIR I8N0, BRD Olidy5enmMa1IMEs QAo @O EWINJ®  Moenimwla)
223YM1BE3WEMEEJ0  00BMoEIN  (IAUAOMMEBRUD MSOMID  CRAUDJAIW  AIBIBIRIN  OaldMEBRE0
M0da 1860,  DalCBISMISNERINSS HEINUMSNIQOS  OalQDIQ o  BRUMYOS  (al® lanel  AI(S1e M@
9202000 9O |S0meMo.  #3520®, HOAG(EIAdIMIDMT APWal af)SE0200  MIW|OWYSBNIMOS
$)S206NIOD MO0 LYAIMOOM®o Meinfle8s Hs00m®e 012288 el )Om@ / GREMIHMEBRUD
Mm@ £aimendd8s lelwlaimo M@)o, AUIWalo@WSENMAUABE M@E)M @ ~ld)wlaimalo
MoRM 2@ G 186)0.
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Complaints and Grievances Redressal
a1l &8 o MEBHSEBBR0 al®lan®80@

The Company shall proactively inform the details of the grievance redressal system, including the name

and contact number of the nodal officer to the borrower of such loans.
CMOWM  @aflTVOOS  Gal®o  MIMWE]SIMESE  MMUOY0 Qubonh__toscmgg@ al@d®]  al®land
moailwomomilmen afledowssrd @mml amays] eeolwleanamsmoa.

The Company shall put in place a mechanism for identification of the borrowers facing repayment related
difficulties, engagement with such borrowers and providing them necessary guidance about the recourse

available.

©1@).2Js0 @O IMDea]s NV IHD GMAIYM &So MUIEBBMAI © 1@ ].2j0 @M@ M) GROm®o
QD@ 180DV E)SaIPE)M@ Mo AIBJAIW MaNIWOOVEHN)O 2] GRAUIBIAI® AdBNM IBERUEBRUD
M@& MO 1Mo SMIM] 80 Mo ilwIMo af)Bea]s)00;0.

The Company shall have a dedicated mechanism for redressal of recovery related grievances and the

details of this mechanism shall be provided to the borrower at the time of loan disbursal.
Oleoo]@eI@]  nMWea]s alEIO B0  alG@lanG1eamMaln  e&mmles &0 mada{le moallwdime
M 1@ 18630, 8:3520m 809 Mo lwdIMEmIden Aflwelewesrd AN al AllmEeme ©21QM MA®OD
QD@ lHOI0M M@EH®o 6.21Q 0.

The Company will agree vide a declaration in the loan agreement / displayed in its website /offices /
branch premises, that they shall be accountable any inappropriate behaviour by its employees or
employees of the outsourced agency and shall provide timely grievance redressal to any such matters that

are brought to its notice.

&M ero o0 ectmnieamglo / @dadlnyeglod / Endeal aldlmoeargl® («18duwla{lafls)es caidem
001081 80 (alelfdalMo  GEMMA|a], GRMIME0 KlAINENIPSEWI  QVFEMIFM 62V O
afeadnwleal Hlainend)ese@d BRM2IOAI® §al®@QOB 1M GRAIG HOMEMIIE 180w 1B 1eneamyo
GR@ MO0 (AVWIM  O&HIMNSNAIOM GROMO &I (68881 MAWMIMIIOAI® IOV al@la0206B30D
M@ EOAM0 VAWM 186 )0.

Recovery of Loans
QW ol g8)es afleenss)en

The Company shall put in place a mechanism for identification of the borrowers facing repayment related
difficulties, engagement with such borrowers and providing them necessary guidance about the recourse
available.

@101 gjs@O@]  nIMWeals RAVIR&HD M@  ANWalsHIOE O 10190 1@WME Mo  CROMO.
QDD o ld0IQDIW]  @Sa IPSH)M@ Mo AIBJAIW MaNIWEOMENO 2] GRAINIMIW AIBYM BEGUoEBBUD
M@EMOIMDE8 80 MonlwdMe &MIM] mudafles)o.

The recoveries of such loans be made at a designated/ central designated place decided mutually by the
borrower and the Company. The field staff shall be allowed to make recovery at the place of residence or
work of the borrower if the borrower fails to appear at the designated/ central designated place on two
Oor more successive occasions.

QN aldOI0Mo HMUMI®o alEMValdo @IE)@IMIENM MWYSO/EBHZ MM MOLIOMIET ENODEo
ANl g8)es Olannio] msoms. Eeamd @O lalwWle:ead @alem @sd.owdiw] mlw)so/es (@ olw)em
MORIOD  aOIREIGYMO @ 2 10IBWOA I, aflEW qIadlom AUWalsHIOM @IAMIEN)M  MNLIGODD
ezdefllmoeicomd Aeolo] msomIm @rMAUE)He;0.

The Company or its agent shall not engage in any harsh methods towards recovery and will follow the
guidelines laid down in the Company’s Policy for recoveries of dues in general while engaging with such
borrowers. It shall be ensured that:
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&M Greg)®: 16 G 1Mo 0 aRRMA Alenn 1o s &:dwMRdI® MSalsld:0d MNec 1668w g). GrOm®o
&S0 (UIEBRMOUQDIW] ENSalP E)EMII0D 0ald@O @3S lyEld @@ aallSlenma 0 &mimlw)es mw o lod
10600 1@ 186, 223NMIBEGUEBRGD aldelleeo. MIOP O IO (633D HO]dB6eMo:

i. Thereis no use of threatening or abusive language
€)l1om 100 {500MED GRWIEHHA 186)MEMI CRW® B Oale@IUI1EOIM 1ds]g.

ii. Recovery Agent shall not persistently call the borrower and/ or call the borrower before 9:00

a.m.and after 6:00 p.m.
0leeio] aRRMA AN@al )M M1eME2IW] ANGlE0Q)@ Qo GRLE 1T &So

APl of)emeieg ©ddleal 9:.00 @emles @)MPo OOOUSIEMMDo 6:00 AN GUHNYo
aflgleo®.

iii. Recovery Agent shall not harass relatives, friends, or co-workers of the borrower
oleoaio]  afRMG D@l Wf)EMM@IBES  NIMURSNIREWI  MaD JOORSNSEWD
MaD(e ROV Bal(Bl800M 135g).

iv. Shall not publish the name of borrowers
QAP el af)SENMOAUDES Gald (altm]rNE:0 18600 .

v. There is no use or threat of use of violence or other similar means to harm the borrower
orborrower’s family/ assets/ reputation
ANl af)SiENM®WIOGEWI QDWW al of)SHOMWIGIOSEWD &)S)oeNIODEWI/
BRM O 1BHOGEWI/ (alRM G 10WEWD aNM8MM MO BR(EGAOM IMONEC®I A MEAIM
DIBNEBRGOSEWI HalEWINEAD ElHem1cwD eng.

vi. Recovery Agent shall not mislead the borrower about the extent of the debt or the

consequencesof non-repayment
Q@ al@es Al§IaT010@e00162)0 AP al @@ ]2Js® 86I0M@ MO0
GRMIDEANAIBRERHO 1620 O8O0 aBMA AN al w())80M®I0E 0mQ13V@ 1o {leed0d

a8y,

The Company shall have a due diligence process in place for engagement of recovery agents. The Company
shall ensure that the nominated recovery agents engaged by them carry out verification of the

antecedents of their employees.

018001 aRMWO@I0)2IW] ESaIPE&H)M@IN  &MMISE & \OJAI® BN (old® QMEIW T 186)0.
anml  oloalenm  oleoald]l  JROOAIDB  GRAIGES  HAUMEOIQS  ~YBQSILl  2I@ @0
al@1eudWleementa &mim] 90aldd9;o.

The recovery agent shall carry a copy of the notice and the authorization letter from the Company along

with the identity card issued to him.
018010 afRRmdd 6mISIMIMO0 ald@allo MM MME8 GRoW @I &Y GRWIDHE, MTH; 1w

@101 20 W@ SIBWIOMIajo OIENSEAIDBEMo.

The Company shall host a detailed list of recovery agencies engaged by them on their website which will

be updated on periodical basis.
&Ml eI oalmieomGlm® afdealsIclenm afleaesysom rdmleges aflwendw eflqy
Ga02q) ©21Q)0, BRM GRM®IE e @RSIMNdIMODIM GoaTewq 621 0.
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