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FAIR PRACTICE CODE
NWTLLOTET HehL(penm GMui®

l. Intent and Content
CHI&HG&LD LOHMILD 2 6T6MTL&&LD

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.

Qe @MUk QHHw fNEfel eumid (9 JiNg) uNITD QIPRISLIULL “(WEEW ST HH6 SUSHWMLLD Xil
5@ QhS - QRIS Sbeorg HH Bmieusd - ol Geusd) Hd BmieusTd (flEjel aumd) eufST. (HE60&eT,
2021" @S flagel eumid) (‘o FLNLm”) RBI2020-21/73 DOR.FIN.HFC.CC.N0.120/03.10.136/2020-21 G&& 17 LMUigeurf), 2021
ulg 1NgToed GHILL L & ame|erdihl ~enL6TaTery OGO L (“‘HLCILIEST/ PCHFL) -63TM6L 2 (HeUMSSLILL L &)

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.

PCHFL @n&w flajey eumduled e o (eusdh M Hmeusrons uhe] QeuLNUL g (HLLSTED
SeueUlICUTEH g FINg/eTarQam&N-ulearmed ufllbHoIsSsaUl L HmeaTsHg HmHE Bl (LPEHMEEMETILLD
Mesrumn), ufbhGOISSIULL STHamesEns® Qamms Qns GOUILuHG&SH CHmeumsr CQUITHSSLomer
SIED6TTS G LOMMHMHISENOTILLD CLMHASTeTERLD. QnHg% Himi6 618 SHeor Q& meiTen g ST G
QUMY HMSBIITETTSHMETD QHTLJH& HMULLTES BLSHEUSTGSWD. HMieueTsHSlem LsNUITenygHe BIuImLLDTeoT,
FOLWmes WOHMID QAFMLFESwmen (Penmuiled 2 e, 2adsHD WHMID CHFMEUMUI CULDIRIGEUTTSH6IT.

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.

Hwmumsr  BeoLwwsmm GMOuisnL  QFweuGSHFHoug Cwres Semwlfesr QUIMIILTES @ GLILMS
Hmieued o MIAUUGSHHMEI. PCHFL BIMICU6TILD, SIG60T Slen6wsl HIMICUETTHRIGHET HeLELG! 1988 L 60 (Pemmuiled
&L 6T QUPRIGLD SHEMMIGET (&HWILDTEH QFMHSLOMETDOMID AHLVGH UL CEFTTerOIR JHUTL 19657 &) FHe6dTL [
allfl, QAsMmeLCUE cpeold, SiEhFed aulfl, e _mHLD LO6TETEN| SFTHETMRIGET U, @ENITISED L6V
Caml gCHId GLedeur]l epevld QUPRISLILULLTEID, WLHMID FHhenGLLEGEHSHD, SL 6T 2 (HaUTSHGSH6D,
QeweLWmDULGSSHL, CFmer WHMID 6uFed QFweoUThHET 2 a6l SMTHE HoTgH HL L MiG6T
LOHMI Cameuder g Hmieusd et HUIMLILOTET SL 60T eUPRIGLD HeoL (Wemmenwl QAUITGHSF QFUIWLLD.
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b)

d

f)

)

a)

b)

Objectives
CIpIT& & Ml & 61T

Follow good, fair and transparent business practices by setting reasonable standards;
Blwimuwomer Sybleneosemen SIEMDLILIGENT cpevld b, Bimunmes WHMID CeusMiiLenL uimest
QIISHSHS BHL6MIQ&HMSBHEMENLI LTN6HTLIMNMIS 6V;

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

2 W Quisses HIbHlenevsener Sl HmuInmer GUTLIqUueT eLpeVLD, Fheng F&Hsemern
26186 & & 6;

Relate to the customer in such manner so as to promote a fair and cordial relationship;
Blmuwomer WOHMID SieTLTET 2 Mmened GUGSSID UmSBUINCD QIMlg SH&IITeTbL 6T QG
Q& merTemeL

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

ol Gausd R gaN penmulied BHONGmEmIL aTfULGMNES 2-flil SIHene&eT LMHMID
HEDL (LPEHMSBEM6IT SI6MLDG T 60;

Recovery and enforcement, where necessary, is conducted following due process of law;
QU6 LDMHMID HLDELTEHSLD 6TETMIDCULTS CHemeauwimest @I Misefled &L L LiLllg UITest

Q&weL (emmsemet NsTUmM Q&uIeLLI(HS6L;

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

QMg HmaWTen) WMHMID HiNaaGHHGL @enLGul BUIMULDTET WMHMID SI6HTLITET 2 MHemed
216GNSH0. afl(Heusd HHwseN (WPemmulled HLOLNEMSEMIUI EUATTES60.

Application for loans and their processing
SL M SHEHLSHSMeT aileuoleuurLiLD WHMIDL SieuHMIeT Q&wWweons s

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

SL6TTSTI(HLGTIMET IMENH S  HHUDQASTLIUSEBD U LMy  ComPuled oI6LeVG  SHL TSI
LUihgIQsmeTepd QmAuNed G hrss Geousm@ELD.

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
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c)

d)

a)

b)

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.

HMIQIEID &L MG SHL 60T NGalilGeng QFUIONTESS &L MG, SL60T AMESFHESSILLTE
RemeouNed  SBLUNGSIEHSHEHS / HBUT SeNGSHULLTG SLLEWIMISHT, (PeTFal ly QFe &SI DT
aNGLUUSCH TS WHMID &L WIMGET, gCHMID QUEHHTL,  SIUITHE &L /| STOHS S
Qeggleusmamsr UMD,  gCHMIL  QUEHHTL, Hemeowimenr QI ilquNed@Bhg  IMILGLD
ANHFMRIGEFEHG SHLene LIMHNGASHTHTUSDSTE SLL MG HLVH AHDG CHILTOTS, §C&HMID
aullg B Lenwly el @@muug, womibd sLeT QumiLeusm] uTHsG Caiml 6hs aNaguinsst GhHés
IIMEHH HEHAUMOU|LD &L STHMI(HEG CaueMliLemLwing Qeusiu@GaHgid. Hmeueaid QFWTSESD /
@UHL eflluHed FHUL BT HmETSHSH SHLL GUMISMATLD 2 6T SHI QLSS CFevsneul D’
QeueMuuemLwimesr  (WemOUNed  QeueMiuGSGId. GCoid Hmeleaid QFeaNaThGsT / &L L 6UlhiGeT
SIMETHFILD LML FLOHMEme 6T6TLMS 2 MG Q&FIuLD.

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.

SL60T eMeuTewurlILLl  LilgeUMRIGeMNed SL6TSMI [HevenssT UTHESHSFalqlll UFILIDTET & SH6UELSH6IT
o eaTL K @SS Ceuan®d, @&6Ted HMIFHETTE QUPRISLILGD NS (PMMEET LDHMILD
BUbSHEOETHELL 6T 62(h STSHHUP6TT Ui emL  QAFLIGIASTeTaT (WPiqujld. COEVILD &L 6T
H&HULNHS (Pplgenel 1(HSS (WIGU|D. SL 6T N6l Ligeuld eN6uoresurliLLl  Lilg.eus SIL 65T
FLOIUNSGSIUL. Ceuctoiiql G&emeUWITe Sy 6U6mTRISaMN6T UL Iquled GMSSLILL I (&85 Ceust(hLd.

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.

Uisd QewiulL sLer efsumuorliumig et QUMHMISQSTEIIL MHET6 62LILGm6L  Bimieleid
QUPMIGLD. HMIEUETD, CHEMAUWITET SIMETHSH HSHEOULSEMETULID SL6T CUTRIGLEU]T (LP(LHEMLOWITS
QUPRISW CHISHO(BHE HUMLILTET STHHDGT SL 6T UHM &1 (Lplgemeu QFHaN&GLD.

Loan appraisal, terms/ conditions and communication of rejection of loan application
sL6T HUSH, aNHmMSET / BHlUbHSmTsHeT WMHMID SL6T efleureoruD BIyms LS8 e
5&H6UL QAGHTLL

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.

QumgleuTs &L 60T aN6mILILGHmMG QFWOWPDLUILGES CHMOUWITET Hen6uHg eeUJhiGHN6NILLD
eNesiugengll QUOHMISASTETEELD  FLOWGHD Coaf&HSLILEL. CLad gCeFHmID FoBEH60
&56U6L  CHEmeULILL LMD, eumg &emawimeny Weau@Gd QFMLiy Qameteriul (G 2 L emquins
QaflaNéslu@LD.

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.

Bmieted  e1(PSHG PV BLETGMIHSGS eU LMy  QmHulled LG  SLETGTIITED
Uib&QsmeTeas5ss @b QMU @F UUSHD &g CLPeID 600G Goaumiauamsuiled
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c)

d)

e)

a)

QUGLIHAD allly aN&g b, LeuGSHSLILGD (LPmM, LDTSHSSH6UMT SLL DL, (et SpLUNg
QENIGHHVISHMET S L GWIRIGET, SIUTHS SLL6wid (JCHMID QBHHTeL), 2 L L Sn6enss
aN(WenmSeT MHMID HLIHESN6TISHEHL 60T SHL 63T 62LILGHED QUPRISLILLL QHTemEHmI CHHlaN&HELD.
Goueor(pd. Gogd sLeotamy Qhe eNFWwemrmeer WOMID HLUbSHMETSmET 61(LPSSHILTOIDTS
JOMIGQASTEIL MG LS MmeusS (&S Causiur(BLb.

The Company shall mention the penal charges for late repayment in bold in the loan agreement.
Hpiederd mogome  SGUNE QFNSHSHNG eNSHSUUGL SIUITE UL igeml  “H955"
(RS BISBaMN6 HL 6T @UUHSSHSH L GSMUTNEGLD.

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.

Bmieeid eplilensd GCuUfled &L 6T @UUHSHSET BHEHMED AMUTHSH QOGN  [H&6DESErhL 60T
SLETHEHHG @ULUS QIPRIGL / NHCULTHGEGLD ChIsHH QIPRIGLD.

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.

BmIeU6ID UM SMSIWITaT(HEE SL6nel 6UPRIS (plgwmaNlLmed, o fl uflfamears@l DG
PmieuegHlent  sHHGILG, SLeT  eaNemalLmgeT  BITSH&SIUGUSHETET SIS MmS
sipSGILILTOILTS  QsHeNss GCeusuRd. parwmfle) BmeuserddHer 2 drhmeuss QL
Bubsemendemear LTS — QFLwLeNemeD  TEIMTEL, &L 6T  MA&WABSG ASHCHHU
QsflaNsslL@LD.

Disbursement of loans including changes in terms and conditions
el (pemma6T LHMIDL BlUhGHmerseafled LIMHMRIGET 2 L UL &L 61&MET 6ULIHI(GS6L

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

L6 RUUHSLD/SMIDHS HlaHHSH0 QHTHEHSULL(HeTem UL (HeumLT i L 6Uen6uTuiledrLilg.  LIGuILD
QUPRISLIUL. Geueor(HLD.
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VI.

b)

d)

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.

HMiQIeTd QRIS SILL 6, el lg &SHISEH], JUTTHS S L 6D, (JCHMID b6,
Goemeusd &L L HGET, (LPTEFNIHHSH SL L OTMGET, Q& CQUTHHSID &L L 6WIHIG6IT/6& 606 HelT
o LuL eNSlemmaeT WHMID HiLbSemenseiled IMHMMISEHT, Y EIIMMMD SLTSMI(HEHE UL LTy
QumMAUNEL SibevG HLTHTIITD LfHSHO&ETTSSHEE @ CQMAUND &L 6IGTIHESG Ml
Qarhs Ceugn(Gd. MHmeeid eailly eN&Sm&GST WLOMID &L L WIR&GaN6L  LDTHDRIGET
QIBRISTLGSH0 WL HGCL QFweumRsHsULGamE 2 MSIUGES Coudupd. @& FOUbSLOTS
QUG HLOMEST BILIHGHEMEsT SHL 60T eRLILHGHHL QenemisbsLLL. CousiorBLd.

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.
Q565G THMLD QUM SNHSWTEN(HEHEG LTHEHLONS @) ([HSHGLOMEIT60, S6UT 60 [HITL SH(EHHGS6TONTS
wHMID Oy Qe H6g SHeHmMS (LPlgSHOTL LMD LG 6ThS Fo(RHEL &L L GUIRISHET
SV g| QL lg QFISSHD OGN IHMES Q&TeTaTeLLD.

Decision to recall / accelerate payment or performance under the agreement or seeking
additional securities, shall be in consonance with the loan agreement.

@UUBSSSHeT FLp LD HHLULIAUMISD / QFNSFHMG HIFSHLULGSHHIHD S16LevG QFWICLSM6T
300G Fa(hGev Llemeimisenet BTHEHL GMES (WPlgey &L 6T QLUUHSSHGIL 6T QwISHSINs
Am&s GeueturBLd.

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.
L6 QBMLILOLIW MEIHSH USHTRSEHD SL 6T QHMMEBMIL  (P(PMWLWITS QAFISH S S S6o
Cuiled SILeLG BLETHTIHSG 6THITS  HHAeuT@h FLLLTe 2 flewn G  6hd
Gampienwsstsr UHMIflenwdE 2 LUl (R Sl Haemel QeTms SISSLULLL 2 L 60T eSSl
Nenemnumisemarud eNhHeNsGh. ssueurm aHF G 2 fleow RomGCoupmiu@n HemeouNed, g
©M&s SLASMIHESG ANl QsrhEsUUL Cousn(pd, @& g epeter CamGflenoger
updlw W eNeujhissT OHMID 6hg Hubgemeuiler & HmeuEd Q&HHMESW LSHTRISD6r
QamLfysnLw CaThlenwset STESULGL / QFISSILEGL UmT §&8 meUSSHSASTeTeT 2 flenin
Quomieengl sTeiTLg GO LU 19.(568% Geueu@LD.

Loans sourced over Digital Lending Platforms
9B 6L Q6LEIITIG M SHOMTHRIGET CLPEVLD QUMLILL L. &L 651861
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
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the following instructions:

PCHFL MHimieuerd S Gl Qelud  ehgQeurap QFWID  SiGeT  QUITmILIL&en et
GODULGTETG], 6aeiefled URGUMD MHWODSEES QEURIGaSHSMeET  AUTDILL
wWoHileiors himieuearsang WL (R Fmyhglererg. PCHFL 19l L 60 &L 6T QUPhIGLD &e6mhiseriled

SLETIGTIIHENET  CQUMINSDSTS WOHMID / VLG Himear CHTMHMIL UG IILSDHTS
IRICHELEMD FHRSGEHMLI (PE&EaUTEmeaT FHUGSHEH QBSADMISCaTT OSiR@G L6 LD
QUAI(LPMMEET HeL LTlig &SHLILIEBILD.

a)

b)

c)

d)

e)

f)

g)

Names of digital lending platforms engaged as agents shall be disclosed on the website of
the Company.

weasams  FEUESSUIULGeTem @Il L0  &L6T  6UPRIGD  FHemheallenr  CUWITSH6T
BHmieuss et QenenLgenssHed GeueMuiLiuL Geuedor (L.

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.

WaafHTe  FHUGSSUUL(B6TaT  SL6T  QUPRIGLD  SOTRIGET UGS SIITETIILLD
CrflemL g, 6hg Hmeuenger smjunrs QST Q&TIAMITHET eTetiLeng QeuelLGEs
Geustor(HLD.

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.

UG QUPRISILLL 2 | GerGul, 460760 &L 60T eLILhEHmG BlemmCeummIQISHE@ (L6ITLITS
QamLjyemLw  BnesrsHen QU STRIAW  STafled SLAIGMIHSHEG RLUUSHD &g LD
QUpRISLIUL. Geleor(BLb.

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
SL6T @ULHSSHSHET HEHVIL 65T, SHL 6T @LLbHHHHL GMOUINLBE STLLLULL BETen ien6us &l
Qenewiliseflleit HHMELU|D &SLDISGSHTe UG / UL (ReurLm Qauiu@n  CorsHed
SL SIS EhH@G QUPRISLILL Geueau@LD.

Company shall ensure effective oversight and monitoring over the digital lending platforms
engaged by it.

HmeueTd  gestmed FHUGSSULLGeTen 9Bl L 60 &L6T QUPRGL SaThsGaN &GhS
Wpemowinest GMUMiael WMHMID SHEusmrewilliamy o mig GQ&uwiujib.

Adequate efforts shall be made towards creation of awareness about the grievance
redressal mechanism.

G&™D FisEL  auflwen upHw  PLmITme 2 GNTSGS GDS CuTHW
WLWWMH&seT GmasmeTtariuL. GeussuBLb.

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
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VII.

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.
~NTAL &/ DI L 6D SL 68T QGMLJUTET LSMIEH6ET SHL 68T eUMHIGLEUTEHET e1(LpLULLD L& Semeugeit
SEWMMD MSWTHTUSMETE HGSHS CHMTLL Gmm HTEG H&emfl Hfssubelms
LOHMID  SiGeTTed FHUGSSUUL (ReTem @6l j..CUery Q&ML 6T6L6TaVLNGET @ (HLILIINS
Hmieusnd 2 M QFWILLD. USTTHER&ST6 Sij6y MGG HHSTHEHaMNT QST eNleurhige
HmiQucTS et @6m6EUNLIGENRIGST, WDMHMID UG 6TELETENVLNGET OMHMID 19.6T606J&HS6T LDMHMILD
SL 60T QUMRIGUIIHSGEG 6UPRISILGD Caer-leav S&uiammed (PSHWIDTSES ST L OUHLD.
SCHTE UsTy Sle&GD  usFdH 1g61e0g-e0  WHMID  HimeusTgHlet  QeneuurigensSled
HenLLILmSUILD Himieend 2 MGl Q.

h) The responsibility of grievance redressal shall continue to remain with the Company.

@M Sy QEweLpsmmUNeT QUM QSTLIhH HmiasrsHer U @ Ih&@GLD

Guarantors

2 55 7eumgLoeflliLiel)seir
When a person is considered to be a guarantor to a loan, the Company shall inform him/her the
following:
RMeU] @ SLMIGES 25HT0ITEH @LULUFHH HaNGGSLCUTE, GBS Meteu@bUenal UHM eNifleurs
QsfleNsslL@pLD:

a.

his/her liability as guarantor.

2_5&IeUTHLOaTNILAINTS el henL W QUITmILL;

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

sl HpeuerdHnHG FHUTGL 6T gDMISEaTeTEEL QUTMILI6ET SieT6y;

circumstances in which the Company will call on him/her to pay up his/ her liability;
BHmieusd SieuhenLI QUTMILHL QFVISSIDLIGHES UM JAMPSGSD & LDHI6EVEET;
whether the Company has recourse to his/her other monies in the company if he/ she fail to
pay up as a guarantor;

Slel] 2 557amsWallualTs CFNSSS SaUMIDULFD HMIOIEIHHE 2 6T6m 6 [HemL LI DO
LIS 6m& HMIeUsSTLD LILI6dTLI(H & & Q1 meiT(rh Lo,

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

R 2 HHTUTSLOLILCITTES UGB I QUTMILLSET @ GMUINLL amalh@
QUHIWMISSLILLL ST 6DV Si6Mmel eUFDUMMST; LDHMILD

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.

R 2 HSHTUTSLOMILTTE Seu@GBamLil QuTMILLSET eGalssiumnd Gy WMHMID
GLpHemevge, GCad @& uHM BmieU6ID HUBES CSHNEGL (Wemm;

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.

SieU] 2 5576argafluaITe: QHEHGLD SLETSTIIT SLN6TE CFIHHIaSH §C&mID
SHUMISET QBHSTEL Himieued SiGHEE QF5faN&Es Ceustn(BiLb;

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.

2 SgreungLoailiual) eusld Hepeneusd CGMTmEMISE QAFISHSH CUTHIDTET eULNSET @) (HHGID
hmeuergflesimed Qe CaMl&mesE Qs MISSTE, euj Gl (HLbersirGm
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VIII.

a)

b)

c)

d)

SLeN6SIS SHBLUNE QoSS aUNTS S(IHFLILIBEUT] 616U HmIeUed HUHEHES QFFleNs:s
Goueto(RLD.

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.

Sieuf 2 55raurgLeflueuirs QomésGL sLearsTyilsr K& HaeouNed gCHemID PSS

LTS &LOMenT DMHMKIGET QHHSHTL, Seng HMQIETD QI(h&EEG AFFflaNss Galmm@Lb.

Rate of interest /policy

alLllg ellfgLd / QsmeTams

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.
Hmielerg et S L ks wHmID CFemeusemear 6hg (WeMHMUNVILD LOMHMID/SILG 6THS asnSUNEYILD
QPRISILGRISH — SmaIsH  BUISESGL  CurGh b, Qs GOWE  Ghjemw  WHmIb
QaueniiuemLggeimenouilesr QBOLP®D Q&TETemSHSHaTGT gLl uNed SleMohGg. CID SimeaTHs
QeweUThREEHD UfleujssemensEpd GMUiligeT o cufeney NGTLUHMIUSTS Q[H&HS Coucton(BLD.

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).

Qi lg &G WHMID &L 6THMIISHeier QeusuGaum aImasHEhsHE CeusuGouml alllg aN&Emhsemern
ANGOUSOHSTE  HUSSET  STHDLESTHT  ATGUPEPD  WLODID  LUGSSHIey  eflevomsroriiil
LG IsHed SLEISTIHSG / UM EmsTa(h6G CaleaMuu@ss Ceoucmm(Bd WOHMID LG
BlgHHH6 QeueMuumLwing QgflaNssuuL.  Gouau(Bh. GLEID G LTSS SLL 6D /
SLLOUIMIGET (JCHMID @ (BLILNET) QHTETemnHULISHE & 6Meuns eu@G5Hs Geuetnr (hLb.

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.

Qi lg N&AHD MHMID PUSSH T SHIHNCOSHHTE TG (PN, WOHMID SILPTSH 6Ll (JCHEMILD
@ (®LULTN6T) PCHFL -61 QenemiLGTSHeL Si6LLG QHTLILUDL W CQFLISHSSHTe&HaMNed Qeuau
Geueini(hd. Qenemwiigenggled QeueMUIL UL 566D 6L6VF @eLeneLGILIsTIEL GeueMuTL L L
&&6UL Qg eNHHRGaied WIHMWL gHUGL CUTAFHELELTD LGUNSSILL CousuBLd.

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.

alllg eNHHL euGLIHEHT NESHLIE Q@h&ES Ceuani(Hld, QST HL 6T EUTRIGUIEU] H6TISHE6L
QUGSSLILEGL Fflwner eNHFmsEmer AHNHEH Q&TeTen CeustorHLd.

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

SL6TSTINGHANLLO(BH& 6UFHONSGHILUBLD SHeUMETISHET Ul lg LOHMID UFNGHG QemLGul 2 eften
Nflemeu QgeMeuns &L lg&sML Geuedor(HLb.

Excessive Interest Charged by the Company
Bmieucsdlermed aNflésULBL AHSULIGWTET ULl lg

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



Internal

X.

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.
Hmeuerd eully eNHFHMIGHT WLOHMID QFWOTEHESD WHMID QST HLLTNMRSST (QIUITHS &L L 6WILD
o LUl ¢gCoemid  @Q@uNen  Hijewouiliuged  QuUIBSSWLMET 26T  QBMETEMSHSHET  LDMHMILD
BOL (LPMD&HmET UGSHS GCeuani(hd. @& GMHH SLetiseallest B POMEET  BHILIHES 60601 SHelT
QL jumsr QeueliLemL &G 6tTsnid GMNSS HUIMLILTET Henl (Lpenm GMIUILIq6d 2 6Tem QILNI(LPEDMESET
SHHSHL  MUGSHILL (&S GCeucti(Hd. Hlmieued QFWeLPmM  WOHMID  QFweLLT(H&Hemern
SEUSHMEONLILSDEG €2(H 2 6T QUN(ENMEMIL Q&TeTunig (h&e Ceueu(Rid, Q& 66D &L 63TSHITIIIIS EMhL 60TT6oT
H&6UL QFMLUseaNed CuGnment CleueMLliLienL §&eimennenl 2 MIGILGSHSQSTeTem (Lplg LD,

Privacy and Confidentiality
Sewyfleno wHMID Q&&ws g eirenLo

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.
QUMY HMSBILITENTSHEM6T  SMETHH HeILLL  HHULSHE@LD, SHCUTEMSW LOMID SLHS &ML
Qe (i, seflwflend WOHMID @rH&AWSSeTend WML WHTE SHHUUL  Geousor(Rd  MHMID
NetTeu(BLD HUILDRIGET HMID CSTETen&HSET Lig UHIBL SFLIL Caucor(HLd.
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:
Bmieusrid  MNesteupd  HaNevsanear  FhIUURGHT Sal], aIMGSHMSBITATISHETE VLS
BeoemeoCuwleslled, SUTEHERDLW  GUHWLSEHD 26T QBT  HMICUTRISET SEMLOLILISET 2 L LI
QUMY SENSHIITETT HEMEGHET QHTL LML HHEUD 6L60G| HTeUsHemen CleusMiLBSHSHTG):
a. Ifthe information is to be given by law.
FLLLUG $556U6d QaTHSSUUL CeousiorBLd 6T6rmmed
b. Ifthereis a duty towards the public to reveal the information.
QUITGILD&&6T HevedT GMISHH H&HeumeL GeueMliL(hgs Geuen(hLd 6TeTMMTEL
c. Ifthe 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.
HMIUETS ST HeVEITSHET STHSLILL H&HeUD aN&HSHULUL Coueu(BD 6T60TMMed (sT(HSHGIHSHMLL 1S,
Cursmwus §E6s). @UOUAIWD, 6UTQSMSBWITET] VUG 6UTGSMSIITEN]  HETUIEE &6l
(umg Semswimety Quuf OO Wsefl ol uL) updil  Ssaumed  FHensLUBSSID
ChpréshsEssTsd GULHHed n Hpoahs@sd 2 LU, WihsGh QRS @
SMEEUILDNS LWI6TL(HSSH&HSal MG
d. If the customer asks the Company to reveal the information, or with the customer’s
permission.
auMg &maWmeny HNSSIL D FoHausmen CaueMuuGSHILTM CHLHSHASTEIILTL  SH6L6VE)
QUMY SENSIITOIfl60T HeHILDSHUL 63T,
e. If the Company is asked to give a reference about customers, they shall obtain his/ her
written permission before giving it.
HneueaHL D eumgdsnswimary umdlil §&ausne aNs&GLIN CaL B SHQSMeTeLLLL T,
MG SefUusHE& (et Himiaued L NGBHS 6T(PSSHILLTE SNInd QU Couem@Ld.

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.

HmeueId  eumqdansmarengl umHm meuGHHEGD SHNUULL  UHEUSMET )G 6USMST60T
SOCUTMSIW FLL SLLemLLY S seu@GenLw 2 flenwssmer UMl Sleremel OsHleaNss
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Xl.

Geustor(HLD.

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.

BmI6ID Mg &emsWITaTflen Helul L HHaIme FhenSLLBGEHGID CHTHSMSEFHHTH, eleTm)
QW eumg&emawimeat] GOWIIL(H SIRESTID AeNGHHTOD TN HMIQITD 2 L L §TOINTEILD
LWGTUGSSLUILL S Sal TG

General
Qur g elleunruser:

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).

Bimieesid SL 68T €2LILHSSHSL QUPRISILL (ReTaT ChT&SMISET SN SL6HTIH6T eNeusmynhigsHefed
GMIGHLTG ( HLIGTTT (60T CeueMULGSHSETH SHHeUD HeUilSGSHLILILLT6L i6dTMI).

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.

SLIHMIHLINGHS ST Hau&Hms LIHMUFNHETET CaHMflEme QUDUULL T, Hlmieussseon
@ULFED Si6L6vH CameaNsons igmaug WO gCHDID @HUNT, SHMEW CHMHl&Hms
QuPULLL BIeT (pH6L 21 BILSER&SG6TTS QgflaNdsliuL. Coumga@Gh. @&SMmeW LIMHMLD
FLLHHANG 2L UG QeueMuuenLuwimen eplilbg eN&wpenmsefls Lg Q&S Ceouam(id.
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.

SL6T  QUPRISILGLCUTASH6MD, BMQUEID QTG &M SNBSS CSTm&EmI  SHLNE
QeISHID WpedD, SMevslaTe] WMHMID SHHBLUNE QFVISHAUSDHSTE &HTeL Slame]  @eaubemm
ANer&Hs sam Ceugn@Gd. QUUINEID, aumgsmswTar HGHUNE CQFNISHID S L UM 6ITEnIL
SMLING68 aleLemeL 6T6IMITED, BTl FLL MiGeflsiuly Beplsned QHMEN&HEMII €& eOILSMNES,
@@ QUMIWMISGSIULL  QFwewsnm  MerummuuL.  Geuau@. @Qbs  CELWsmmUeL,
QUMY SEMSITN (55 AMNLmL  HDIILSHD, Ve SelluLL  (Wemmulled  auhem SIS 6L
LOHMID  SVevG LNemeiLgemsg  gCHmIb  QEomHETL GUEL  meWSLILGSSD  cLpevLd
Henstiey L (Heugl SILhiGLD.

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.
SLEITHMET 6UGNSHG (WemMUNeL HMIQUID FHISTLUMISHMD BT Fal MG, USTUSH &HT6D
Geumen&efed QUM EHMSWTAT(HSHG CSTLIH& QFMHETe| QFUISHE, HME 6UOMLDMII &ML Iq
SLEMET QUG QFIW (WPUWMHEGHHL (PGEOILIENEY. 6UIMTG&HenSHUITeNTEHaTNL O (HH& eUbLD LSTIHeTed
HmieuesThiseier LsNwmenyseafst (P (GHSEIDTeT HL MG 2 eTeT s @mUUSTEL, Hmie6Dd
QUMY HEMBIITOTTSHEHL 6T QUT(HSSLOMET (LPMMUNED MSHWITETEUSMEG LTNITET &6 GUITELDIT6ur
LUNMHE QUOHMEUT&6T 6T6tTLIMS 2 MIFIL(BHES Goustr(hLD.
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Vi.

Vii.

viii.

The Company shall not charge pre-payment levy or penalty on pre-closure of housing loans under
the following situations:
MeiTeu(bLd GLpHlenevgafen &p, ol (hd HL 61smen (LP6iTEaLl Gl QFISHE (PIqLSHE Hmieusid
(LPEITUEIID CFVISHIUSHMGS HLLGUILD SIL6VGH SHUPTHLD JHID NS &E&HTG):
a) Where the housing loan is on floating interest rate basis and pre-closed from any source.
ol GésLsr LMMIUGL ally NHSHHHD 2 elen  Heneouled, 61Hg CLH6VSH 0 ([HHSID
Wp6iTgal g Gui epL LUl L G|
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.
ol GéaL6tr Hemeowimet el ly al&gS S0 2 66 Hlameouled, SLETHTTT SRIG6T CQ&FMHS
SASMSHHO(BHG SL M6 (LP6iTFaL lg ML SHMITI.

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

Qg ChHIseESHNSTE “CFMHS SMTIRIGET 6T6TLIGH (5 6uMI& HFC/ NBFC LDHOMID / SI6060&)
HE Himieamiseel®Ghgl ST Gupieugl el Coim 6hs USTTULLD YGLD.

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.

SnenH & QUL enL/AmLL eNAGHIS6 (Hlemeowimss WMHMID WIMILGEUST Fal () Q&ML il (hé
sLeIgeT, ofll(h% sLegmen cpEouSHEG (petumer CHISH HLeT  Hlemevllmer OMHMID
LrMIUED aN&HHSH0 QBHEHST 6T6TLMSL QUTMISSH Hlemevwwimss WHMID WIMUEGELD NHESSHNHEG
QUITBHGIUSTGLD. QrLenL /AL aNHE all_ (& SL 601G 6T6TsmIld HeneouNed, Hlemeolwimes el lg
alfg &meold  WigeumLhs NMG. &6 WLIMUEL aN&HHHHNSG WLIHOLU UL g[S TEL
Wergal g (PKQULGMHES LIMILGLD NASL QUTBHSHID. Q&6 DG DEHSHMSI DTSS! (LP6ST
ewLiuGh @rleoL/pliy eNfs (s SLOSESGL @& QUTBHSID. @ Heneouwlmet
NHGE sL6T  eTeiILUG  SLeedT (PP  BTLUMISGLD  Hemeowimesr  eNAHLD  6T6ITLIG)
Q5 eMOLESSILGADE.

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).

Qenemnr QUITMILLITOTISEHL Gt 9i6LeVGH @eLeVMDGeN, FEAOULL SLETHMISHEH&HES 6UTNGHLD
a1y @&7 CHIEsMhGEFSHSHTH LG PRSILGD 6HhF @ LIMUGEL ILgealHs &Tas
SLaNDHSTS HMeUed (PeTsal lgCGl (PIQLILSDSTET SLL WD /(LPEITLIEIND  CFe|s HI6SH M ST
SILUPTHRIGENET  NHESHTG).

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.

12
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Xi.

Xil.

a)

Hmieusid WOHMID SeUUL L LTSI QoL Gl 5H&6AsmeTeUULL ol (hd SL 66T (P&H&H
aNSl(Wenmset WLMHMID HLhGenersamen alenreurseald BHeLeL (PmMUNID LUilhSHIO&T6TeUSNHE
QUEHILITS, SMEMSHH FHSHILILMIGEN6D D& (W&HEWLMET NG (WenMm&eT HMID  BILhSeneusen
(MITC) SILMISI gLeemisHeng Bmeusrd Cum Ceuu@d. Hneuaddleamed QuDUUGD Qb
SheUETID SHCUMTGIETET HL 60T MHMID KeMEmIL Q) eUMITHISEHT G Fo(hHEOTEISGTGLD. Hlmeueid
Qs gelmGmE HHL alfl WMHMID eumy&masWTayTed Uflhs C&mda$sss QmAuNed
SWMilés Geusor(hid. HimieueTd HMID &L eTeTHf @enl Gl (Wenmuwins HenmGeummrLl L H&ed
rHemw spliLjemauner & sLeTgmIflid Uil &aluL. Gealeor (L.

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.

Comeausd S L6, el lg aNAShGE], UITHS &L wild (JCHID @ @HLINGT), aupmISLILHLD
Gaemeuse, SILL D UMHOL §&6I6L, Levellg LflalféEemensersemsr GChy oM, HMID
Gmm STEGL  (Wemm  CuUTET) LD  (SEWIDTOT  SDFRISHT SLREW ST ALL6mL L
Bhmesg e QewcouT(heeafst 2ass LRSSV &G Qs CeleMlLmL G ememn CHemealliL(hAME).
BHmieusid “giMeliyl uems”, “HHCHESTINTHIRIGET, “@QememiUged”, “ST_AUGSSHID Q&7
QUMSBSHET, HMID “HMm NJFFemenser pelwieunmMsit GUIfled NBFC/HFC eNEUPEMHMEET 2021 -60
GO (peen Ulg NeoTumm GeussorBLd.

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.

Bmieusid, ShiseT Sl L mser woHmid CFmeusst ummil eleughissner Mol Qmlseilsd
JCHOID @6TM  SLeLFH SFMHGS CHULL Qurfseiled &sTLAILEGSS GCeoudu@L: Qrhd,
SRIHED S6LEVG QUIT(HESHLOME 2 _6Tearp] G MLl

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.

Hmeuerd  &SL6T UPRGL olleguiddHed umedsd, &rdH WLOHMID  WHD Sy &ueumbmled
SllgliumLufled uUrGUT(H STLLMG. GCeld, Himeusid S RG], GCHmeusen, oS seln
wslweumenm elifleurssd Qglieudled @uicomenoufer SiqliusnLufled UTTaneuMHm, HELEVG)
LMHNISHDDISHL I aNEIEEILILGTITHmeT UTGUTE &STLLTE. Q@OUIAmID, @& &epssd e
uebGoum  NfleusErsHeTes  QeustGoum  NHNOIHESMS  QUGEUMLSSILLL S L hiGnen
2_(HeUTHG6USO ((BHCHT VLG SeuMMed LURIGCHDHUSOBHCHT HMIUTIHMS &HEHSHTE.

Complaints and Grievances Redressal
USTI&6T HDID Gom ST&GWD WM

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.

LUSTI&ET LOHMID Gnaamars Silusnhe Hmeuaid @G GomD SIEGL  aUf(WPmDmLS

Qa et (hereng. 9IS G MW QUL (LD EDMILITETT S| &L_60T QUL MIGLD 1Himiev6sS SHeor

QEWEOUIMLL MeNmj&eMedT (Llg6&HENTed 61(PLD DTS G FTFMEHEHLD GMMBFLLFD H(HSHS 2 Wi
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Xii.

b)

c)

d)

e)

f)

LL&Seomeug CesLsUUL (R HsHOUILGUmMS 2 M QFLSMSE.

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.

HMICU6ITLD SIS 60T €26UQUM(H SWVIULESHVID Y, 65T6MEV6HT CLHEVLD QUMLILIL L 6m6U o L L LISTJ&eT
LOHMID GODm&maTl QUDIQISHEGLD, Udle] QFLISHGSLD WHMID SOHNISHGSD €2(@h EMLDLIL
LOHMID QFWILUPEMD 2 6T,

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.

Mg SsWTaTILOIGHS @G USTT 6(RSG  CpeWLMBL  QUDULLL T, AUBSS 6
QUMISHHMGETENTS 6RLILIM&S/LIGN60 eIl Himiaeid (WWMHH&ES Ceustii(Bd. Sihg LILmSBUTL
Gomenwl  sLTaNGGLD  Hsmilufesr QU LOMIDL ugell SILHE QUrés Goumun@. LS
HnQTdHed SmSGSILLL  QsTmeGUH CQameUGL Ve 6LV UMy SamsTen) Gaamel
6T650T600T 60 GILIMLILIL Iq (h&@GLD LIL LD, QUM Sem&WITeNT(h&@G LSTT GO 616t eulphislLL. Ceueor(HLd
OHMID HmmsT sreudHnHGsnemns (peTGarhmn GM&H QsfaNsasiuL. GolammiLb.

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.

BHmeusrid eleguisamg glle] QFE NDEG, 6T QMIF UHMEL QUITGEMSIITOTHEG iFBILIL
Geugni(hld  oi6LeLH UFHL SMILSMG 6601 UHTEFD CHMAUUILBHDG 6T6oTLMS  enss
Geugtor(pd OMID U&TH QUOHD QM UMRISELSEGTS Qengd QFlgH (PIgss Geoucm(hid.
UGG UH S Slef&eEaNleveney 66TmTeL oieuj Lsmeny Gmasmem® 6l dhEHeH &
Qgevev Geustti(BLd 6T6oTM) QHHNGSHLILIL. Goueur(hib.

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.

HMeueTd  SiG6T  QenILFGNSHEID 6T  6UGeUT(H  Hememullgnid  UGINNSSIULL
QUMg SMSWTeTT Gmm FTEGL QFwOmWemment QeuafuiL. Ceusu(d, @&l LOsiTeTErFeL Big
LMD  UsTIEsneT ude| QFsGsawl DD QFTLIY eleiJh&amel UPRIGL, &Hésmevd
Suugmaensr  Cuow, eNfleursssHmsner  GCLféav, UTHSSULULL  SL6T  euMhiG L6l e
Lsmsenen L&ley Q&U1g5ed GUTeTmene.

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.

sy @ Mg &TsHDHGT BmeuarsHLOBhe UHmeols CQUDNMe  I6LEVS)
QuPUILL L UL S HLUSH SMLHSHTEL, UsTISTTT CHAW el Geusd cumduier ysT SF&H@Ld
Nfleney SITNIH F6HT LSTISHENET NHB Q6n6uilLISHensHed gy, 6i1enev6fied Lifle| QFWILIEVND 960608
NHB, L&l HeLedldE HLITEL LpeVLD.

Advertising, Marketing and Sales
eflerburuuGHH60, FHhamHLULBSHSH6L WHMID ailhueneor
The Company shall ensure that all advertising and promotional material is clear, and factual.
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b)

c)

d)

e)

f)

SmenG G eNlembud wHMID elleTburl QUL &6 Qg aNeUT&He D, 2 @uemILITSEe|D @ @HLUmS
Hmieusid 2 M Q&uuLd.

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.

Bmieueid 6hg 2o & wOHMID ellenbuysd HHCHEHHaNL CHmen LG S L HHMNG &Heueold
FI&G  eThgLeur@ ealatburdHeid el lq &g GMsH wLOMID Q&7 SLL EIhSeT
QUTEBHSHIDT 6T60TH ENUTHMBUID &L 1qHHTL L Ceuau(Bd, QUTBSSLOMeT aNS(LHNMESET DMHMID
Bubgensmsefsit eNeugrisamer GOIUINL Ceuan@bd, CaMilébms CUfled SiLevg @6m 6L emsHed
S &8 Ceusm(Ld.

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.

BHmieusnd ShiseT Henenseiled MONLILSET DeULILGET cLP6VLD, Il lg N&GHRIGET, QUTHI6UTET
SL_L0IMIGET MWD QFe06 &H6T (QIUITES SL L 6wid 2 L L) ummlill §H6Im60 aUphis Galeu(hid;
QaTmeLGLE 9I6bevG CQaMmELLIEMEVST ceULDd; HimiuarsdHsr QenamusaTsSed; HiesOul L
LIoNILTEMTI&eT/Qamedll CQLavé epeuld; SieLevd CFmel QNG I / SLL 60T L L eUm6TT CLH6VLD
I GInY

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.
BHmieuesid s re| Cameusiaman aUPRIGUSDSTS cLpeTmMDd GILiefler GCaemeaudsnenil QUMMITED,
SSHMEW  CLpTDMD SIUN6T eumg Samswmarfledt SefilulL $EH6UMED (GHSHMSII  CLPEITMTLD
SIUNT(HEG JCHMID QBHHTL) Hmieustd QFIud UCH SiaTe] FHASH6TeND DHMID
UTSISTLIHLS snaUITaT Bmieusd (puwm&&ELD.

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.

HMIU6ID, HGEHSHSTEH &HSOIMND, QUMGSMSILTATISEHHES eU[oHeilest HL L Miseiler LLGoum
SIDERISmaT SeUUICUTEH QHHlaNGGWL. L LMSSTCHFMmeusST QHMLjuTs eufseflssr N
SWMLLSET  Slbevg  eNembUTE  Feenss st UMM HEHEUDSET,  S6UJ/6UT  USHFHM I
HHUMEV/CFMeUMUIL QUMIISDES @LILSHD SNeNGHBHETL L HGL, SEhFL epeonTeEGeur
300G QeneLGMGHHD USl6 CFUIEUGET CLPEVDTHECEUT SHLVG QUM SHMmSIWITE] Caene
6T6V0T60TTI 60

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.
HmieueTd HmseT Ghilg eNMLUMEST (N&HMDSEEEHS (19616106166 @(F BL GG QBMI(LeNMemIL
UfbGIED IS SIS, 315 601 Caemeuse &Heng SWIMHILIL &6t / Caemeus@p&GLl
uwsTu(pSSLLEGHsiTmesT,  OHM  eeguinsaNed  SeufsHeT  GeflUulL  (WPmDUNed  6LEVG)
QammeuGLUE  cpeuld  QUTGL ST D&  6UMGSMSBIITETIHENET  HTGWLCUTSH  HRIGemen
SlemLwimend &mevst Geueior(Lb.
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g)

Xiv.

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.
QMg &en &ML IOGHE Bmieusser NTHHS / afluf Slevg DSA gCEHmID (LM eaMilL
QUmsUNeL FHULLSTECUT ebe0gH QHhg Gl el LN Q&weOU L ST&CuT 6h% LST(HLD
Qumid HemeouNed, SiFHemerr aN&Mf&Es WOHMID ensWmaT WOHMID QUUNHG FE QFuww o flul
BL6MIq &0 &GH6T QHTLRISLILL. Geueinr(hLbd.

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

SL6T QUMRSI aICIT@emauhg &L6T euThRHLUGCTT QDHSTL USHIHSETCFTESS]
S}, 6UeTRIGEMOT QeuaNUNBeUHHSHTET HEDL (LPEHM

In case of contingent event of demise of sole/joint borrower, the Company shall return original
property documents to the nominee/legal heirs.

SL60T UMRISI €2 (HeUCHT/Qn6HE &L 60T eUMRISUIICHT FMHEFUIEOTS LOFEIID ML HSTEV,
BMIIETD 9F60 QOFTEHE peuchiGemen HbleN/FLLLILTel euTfl&EsEr&6GS HHUNG &BmLD.

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

BQUHE UM SEOBWITATHET UFD P eUMTRIGM6TL QUMIEUHL, NeiTaupLd bmdesfl/FL L L e
QUM &&HaMN6T S eUTMIGET HMIeUTSSHTL FHUTTSSLLELD:

Vi.

Customers Death certificate

QMg Moy @MU &FTeMSLD

Document establishing relationship as per existing KYC norms.

SHGUNGIETen KYC N (WsmmaaileiLlg 2 mened 2 MISILGSSID 660D

Legal Heir Certificate/Succession Certificate/Letter of Administration

slLOy e eumfl&d gmsoisly/aurflasd sreams/Mjalnss &lqgLd

Nominee /legal heir photo ID proof

Bmileshl / UL LTl QuTf& LUMSLILL SenLUITeTE &Teim

Nominee/Legal Heir Photo & Signature ID proof

Brflesll / FLLOLTEN euTHE LemSLUUL SenLWMed mMILD n&QWI(PESIE Fmem

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.

paumid CeafeEGL ChIsHed Smedg FLLULTal MflasE@pn @6L6mev  6T6IMITeD:
SIUTSH6T eUQeUT(HeUFLLOGHEHID Himieueid eN@GbUD eligeudHed PoA QUDLILL. Ceoustam@BLd.
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XV.

XVI.

Guidelines on conduct towards microfinance borrowers
O &SCIT.MLTT 6T SLATHTIFHNLLD HL S  LuDHMIW UNSTL (B & 6L &6

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.

BHimieueid @Sl fETel RGUNETTEL IRISILILL ‘(p&EW ST (HSH60 -QhHl fEje eunhié
(EOLOGCIT. .MUETTEITEN  SLETSELSSTR  @PRIGUPMD  SLLWLULY)  QUNSTL(HG0S6T, 2022
RBIDOR/2021-22/89 DoR.FIN.REC.95/03.10.038 G&& 14 1OTFE, 2022 &l GCoemeulu@ld @eneuoriy 1 -60
aNeufl&aUulGeten  en&CHT 6MLEITsENY  &L6T  QUMIUAITSHELGSTET  BLHMG GMNEHS
QIS (BSHELSHMEILILD HemL 1T1q &HEGLD.

Review of the Code

GMuiLl g6 HOumiiey

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.
QuSEHIST G, HyeurssSlen LLGaM Hemeosened Huwimuiome bl (Wem GHUWIG GMdHS
Qewissd OHMID GoOm&EmeT FisGW eufl(penmuilsst QeweoUThHsT GMHEH  WETHEHTMID
WwHumile| Q&uiub.
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Annexure |
@ emevorLiy 1

In addition to Fair Practice Code formulated by Piramal Capital & Housing Finance Ltd (“The
Company/PCHFL”) pursuant to Chapter Xlll “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

Mgmoed CHILLE & amelerdlhl . snuUemsiTery OUNQALL / “HimieergHlesr BILIMLILDTE HenL (LH6mMm
GMUiL1g.61 @enetorliy LNFMLeL CHLILL 6D & aumeyerdiml ~.emUsamsiTery eNGL L (“SLbQuesfl/ PCHFL”) -63TmT60
o_(HOUMGSLILLL, BmLTeT Heol (nemm GOUIGL6T sa(hHeons “WHAW AT (RS SHIMLILD
Xi “Himumss heol (pemm GOWIR (FPC)&E Qamimis - aihié ebeors HiF himeaued - ol Gaiss Hd
Himieusotid (flgfel eumid) NS (H&60&eT, 2021” QhEW fEfel eUmS (“947L0183”) RBI2020-21/73 DOR.FIN.HFC.CC.
No.120/03.10.136/2020-21 G&&) 17 1TUIgeurfl, 2021 Ligujid Q&FwWeOLHLD. Goaid Himiausd Qb f&Tel cumiSues
aflen_@Gsedsst  &p  eleuflGSOUl(Reter  (WEHHW  afSTLGHL  -@QhHw  flEjey  eumé
(EOLOGCT. .OUGTTEITEN  SLTSEHSSTE  (LPMRIG(WEDD SLL 6L UNSTL (BGH60LE6T, 2022 RBIDOR/2021-
22/89 DoR.FIN.REC.95/03.10.038 Gg&) 14 OTFE, 2022 Sp CHemeulLGD QABMUPEODEHEMETILD H6OL LTI SGSLD.

Application for loans and their processing
SLSHELSHSTET aileuoreourLiLD HMIL SieuMHMIe Q&wWweorssLD

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.

HmieueTd mEoHSH S S0 PRGHADS, ST, @MISIT LLGTUTE/QFWLENTHEGS0/NBIGIITS (LPenm
(260 2i6b6vG 9B L 60 UG cpeuld) gp&Hleubenml QUITBLUGSSTOD, GGDU 6001(H 6 ([HLO 6D
3,00,000 euemy 2 6Mem GRLUSGHDEG Qeneu-Qeveons ST QUPRIGHDS. GEUD 6TeTuUH @b
SENIULL GORU S0, ASTUG H6Tal6dT, enerall MMID HUTHETE SH(HLOGIDNSHTS GLOHDS 6.

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

CgId, SSHMSI MLDECHT. ML SL6&6T SL6IISMIHl6dT 6THHACUTIR MEULILIS SHeush&lst gD
ummIflend Q&ML ST ENeM6uTSHELILL TFI.

Privacy and Confidentiality
Sl feno wHMID @& &S s6irenLo

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.

Hmieusiid L@ eu@Geumil QFMLUTET H&6UDSHEMT SHL 6T H&H6UD HMICUMTRISE@FHE (CICs) SHLLMLLOTS
FOJUNSES Geumu(G WLMMID gH&eaGa QsflaNssUIULL &@LU eu@heumil WwHMID WHURNL LU L
QUMGAMUSGD QenLCGuw 26T CoumIUNLIGMSTET  SHTHOIRIGENET  SHL 6T  H&H6U6D  [HIMI6L6TTHIS ErhL 60T
LA OUCL  GRDU  eu@Gaumsmw  UGIUNESWL  (peTuns  sLengmyi/seibl(bhe  SevorL ML
CousttiBiLd.
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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.

Hmieued  &SL6T  HHeUL BHMIUaThGE&G silmeal ChIsHed WOHMID  SHELEOWIDTET  FH&HEUMED
QIPRIGAIMSE 2 MG CFLULD WwHMID SL6TUL (et SealhH@ Qeuhi@Gealams lauisHaild Henl &@Ld
H&UMEL LILGTLGSSHHMG. HaNFalb, s ersryiseaiL N[Hel, eujaHerilsn eUhiHeHSISE DHMID 2 6Teernb)
aNEFMEn6mISHeT Q& WMD) PSMIRGENONBHHID DG Hevorl MiuLd.

Rate of interest /policy
aLlg &G WHMID QASTETmS

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.

BDIeueTd MGG .EnLETTEITY SL6T&6T GMGS BruD QSTLIUTET G HRESHSHS QsMeTem S
meUSGWL, @& LMHDeUNHNNHHMLCW el ly N&HSE LIHF JUMBHMSUID 2 6TaTLSHW Ul lg NEGmS
QUMIISHETET TGS UPEDM, CHeLEGET, SpuUSHG WIFLOWID, WIjReT Gumsitm el lg  ON&EHSSHeor
FMIGMET  QMIWMIGHD, QEIMESSLILULL  UM& SLATGMISERHGS 6T  FamIGemearud
LUJQIeTE@GS60; MHMID  MD&GCHT. .enLGITETeN &L 6ISEh&HE 6Ll aN&HGSHH6T WHMID QUITIHHSSHEalq.Ul
SINETHH SLL MG & eugdl ennds ed.  Himieusd eo&GHM. .enUsmeiTerv GMeT QUITHHSILD
il lg aNfghiGsT OHMID D QFESET / SHLLWIRSGET SHbhGH QILIQUITE QHESTE 6T6TUMS 2 M
QEwIuLb.

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.

HMIeueLD THIHMeL SL 60T QUMILIONIHEE SLL 601D QFTL LT S&H6Uemev SILULGSSLILL G TSSO L
o_qurenInG G menen QeueMUN@BD. HL M&CHT. snueImsiiery GMsHSH eNaufhsst, GCaim Qar Genems
SL60T, LOHMID HDECHT. 6OLGTETOY S TISTIfHES@ NHGSILUBD SLL MG LM QbHEHGLD.
MGG EOLIETTETEN &L 601HEHHE (PiTsal lg QFISSHIUSDETEH SLUITHLD GEHID 6L6M6V.

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.
Hmieusid en&GHT. .6nL6TsiTaN SL TS 58 aNHHSILGL GmDHSULE, HHSULEF LOHMID &
Il lg NGRS Y& aNCUTHISHENET G HNEMSHH HWICUVSMIGEMNEID, HL TS QST LTS
QIPRISLIUGLL 6THS HHCMLIgID WMHMID G QeneunUTaTSHID (PEHHWILTSES STLSUUGSES
Geustor(HLD.

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.

hpeuerd  allly eal&HHH Siebevg GCouml SLLEIGHO LIHOMWD FOULLTD SLETSTIIHEHE
We1saLllgC QsflalsGn. Goed @hs WMMHDMRSEHT eI(GRSTLSSOmHE WLGHGEL HL (PODEES
QU(HLD.

Disbursement of loans including changes in terms and conditions
aNFpemma6T WHMID BlUhEmearseafled LIMHMMRISET 2 L UL SLET&HET eULDhIES6D
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The Company shall design a standard form of loan agreement for microfinance loans in a language
understood by the borrower.

Hmieued en&CHT. .6HLISTIT6IEV &L 60THET GMSHSH HL 65T 2LILHGESHS6 SBHeMEOITE Llg.6IS MG
SLeIHMINTed LHh Qamear@pn QmAuNed allqalsmné@LD.

The Company shall provide a loan card to the borrower in a language understood by the borrower
containing the following information:

Himieueid &Le1sMIY UflhHAsTeT@pd QMAUNCD N6TaI(HD &HeUGMETE QST HL 6T L 6mL ML
SL6TIHMI(H&HE 6ULPMRIGLD:

(i) Information which adequately identifies the borrower;
&L 60T CUMILIENEN] GCUITSHILDITEN SIET6) SIHLITETD SHTEDID &&H6U6D

(ii) Simplified details related to pricing of the loan
SL 0165 eNlenev HIFEwNUD Q& T Jumss sTeflemLBSSLILLL eeUihi &6l

(iii) All other terms and conditions attached to the loan;
SLDIL 60T QenemuisSLILL (BeTen MM Simens g NG PMME6T WMMID HLIbSe60TSH6IT

(iv) Acknowledgements towards all repayments including instalments received and the final
discharge; and
QuDUUL L Seumemisen WOHMID @M lgeroFmiR o UL HmearsH SHHUNG Q&S S &H&Tes
@M, LDHMILD

(v) Details of the grievance redressal system, including the name and contact number of the nodal
officer
CrLed giflamilullsst QU WHMID QASTLIL 66 2 L UL Gemm STs&GD (pemrmuet eNeurmigst

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.

Pmieued ST SiLeoTE  FILL RISMET QPRGNS SLeT  QuDiUeufseafe (W EUUSVIL 65T
Qeuniu@elsng 2 mi$ QFubD. CID SLETSMHES DHHMEU S L hisEpHST6 SLL 600 SI6HLOLIL
SL60T SILemL uNCeoCuw QeueMuuenLwins QgflaNéslu@mLb.

General
Qurrg efleun g e

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.

HnueTs et 61he QFWILLTL ML WD e Camyerdifl QFIW|DCUTSI SIGH6T CLTMILILISEmen
GMOULSTSHTE WOHMID QhE QUNPMMEEHHE QESHSHLTE QHHGD QuTmILL (WPMHMEYILD
PnieuaTdmss sMiHSs HGLD.

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.
Hmeued  uswrerjgsefer BLSHmMS WOMID Seufseafst QL Ceyulssmer (Wwenm, LUIHE WmHmID
SEUSHTOMNLILISSTEN Q&N QST [HSGWD, Q6L YL CFIULSSTERN GMDHSULEF HGFH LOHMID
SITOML. QgweourhEsnem GHQAsTeTets Caemeuwlmest LUNHE Smalsst uHMil aUNSTL ((HL&T QL LD
QUOANBSGD. UM SMSWITOTTSHEMLLD LNLTOTTSH6T BHL S0 AeuUTH@penLil QO G Gl fl&Hendled
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QUTBHSSHLWLTS QEMEISELILLIG (HSGWL. Fa(BHOMS, MSGCHT..MLEITHTND SHL6TTHM6T  6THJHTE0E S 60
QUOIUATEHEREHSHTS GHLOUSHET eUheuMl WHMID HHCLUTMSI! SL 6T QML UTe HLIGE /NS M6n 6501861
©M&sH UENWTNiHErsH@ UINDHE SeNSsUIUBL. SLATSMSEFSHE HaNEGSUUEGL 6hHHL  LuNmHEu|D
@evauFInNS QINRISLILIHLD.

Complaints and Grievances Redressal
USMI&ET LHDID GOD SHHGSWD (LPmD

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.

Hmieued SLsiGemaTl QUMD &L GIHTIIGELHG GCHTL HHSTHuNe QuUIF MHMID QFHTLFL  eTetor
2 UL @D 756G (Wenmullesr eNeugmisemer (WeTsrgsreEtal QsflaNss GeusmLb.

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.

SLen6T  SIBULINE QFNHHUSNG QFMLIUHLIW SJDHRGEMeT HJ QSBTETEHD S ETH T SHEm6T
SEOLIWTETD &6, QSHHMEU  SLAIGTITGMET  FhHsHEH  AUTHEHHSG CHmeuwmer 2 g
QINISTL (HSHELSHMET QUPHIS 625 QULN(LDENMEMII SIEDLDSHGLD.

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.

Hmieueid  euged QHMLuUms Gemmesmens FIUUFMHEG J SFULENSGSUIUL  QUN(PmHDENUIS
Qamen(heteng WOHMID Qhg UPUPODSET LUHMIW aNUThSMET &L 6T QUDILQIHSES &L 60T QILPRIGLD
Crrssled QUPMIGLD.

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 thatare brought to
its notice.

HMIQIETD UGS LITTNILTEMISHET 6LVH L GEFMTerv QUPRISILULL.  (P&HEDLDSHETET  LIGTTIUITerySerilest
gy WP BLHMSEHGE QUIMILCUMEGLD 6T6Tm SL60T RULHESSH6L SMNGGLD/ Q66U end led/
SINIQIVS RIS, Hener euaTESHHL STLAILGSHGHID. CLID GET SHeUAIHGHNG Q&MeEn(H suFLILELD
QEsMEI GOm FMiHS eNeguingsmer sflmsr CHIHHOD EisE meusSLILIELD.

Recovery of Loans
SLGITGHEM6N 61 G, 6015860

The Company shall putin 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.

sLenes  HBUNE QFHHUSNEG CHTLIUMLIW SJnh&Gmen &) QEBMTEHD  SL SIS 6N
SIEOLITETD  &M6o, QEHSHMSW  SLETGMTTHMeT  FHSHSEH  AUTHEHEG CHmeauwmear 2 geoi
QULNISTL (HSHELSHMET UPMIS (5 QULN(LPENHMEMII SIEDLDSHGLD.
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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
Or more successive occasions.

QEHMG BTSN  UGHOLGET &HLEIHMIY WOMID  Bimieuend ugerougd  ywresis g & smeso (b
Hwfssaul L/ wHHw Hblssiul L @Lssled Cumasmsrariu@b. @k Levs SSDHE& GmuL L
FHHIULRISONL HWfSsIU’L/ WHEW HNSGSIULL @L §S60 SL6TIGTIT UGS &Heumlermsd,
U] GRUIBGSGL QLESHO Siebevg umyflyn GQLEHH Serl  LeNLTeTSHeT  6uged CEw
SIWILDSGSLILIH TSI

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:

HMIQIETD SILELG SGHET (PHEUT SL 6T QUFHMNSSHTE (THGECUTIH  HIq6UTDTET  (LNMMESETIID T (HUL
WOMLLTSET WOMID  SUSHMSUW ST UTHEUIQITHT 2 L 6uTTenl  BHL6llgSm&sHaied mHUGLCUTS)
QuTgans UTHEHS QFTM&MU  QIGOIILSDHSTS HimialashHsr CaTaemasuied @GMIUMNL LU @etern
QUNBTB&e0smaTll NeaTummieurjser. Q& Spssancurm o miH Qeuiuib:

i. There is no use of threatening or abusive language
SFGFMISHHID SILEVG UMM QUMTSHMGSHET LIGTLI(GSSLILL TS

i. Recovery Agent shall not persistently call the borrower and/ or call the borrower before 9:00
a.m.and after 6:00 p.m.
QUG60 (&I SL 60T euMhiSliLieueny QML jhHE CUTeNed SImP&HS ML LMY MHMID/ L6V &L 60T
QUMRIGILIQISNT STEN6V 9:00 LD6IN&E (68T LOMHMID LDMENEL 6:00 WENGGL LNDEG HMPSS DML

iii. Recovery Agent shall not harass relatives, friends, or co-workers of the borrower
QUG  (p&HeU) HL6T eummSwieufledt 2 meNeTfsen, BELUIHHT HVVGH && 2aNUITSHM6TS
SISTUMISS DML,

iv. Shall not publish the name of borrowers
&L 60T eummISWenT&aflstt QUUITSemeT GQeuefuilL oML mij.

v. There is no use or threat of use of violence or other similar means to harm the borrower or
borrower’s family/ assets/ reputation
&L 6t eummiSieuflstt GHULL/QSTS SIS BHALWHSES ShEG almaald@h ChTéHses e
QUEIT(LPEMM S6LEVG SIF CUTEHTH QFT QULNPEMMSBEMENL LILETURSSHIQUSTEL 6ThGL LILISDILD
SILEVG JFFMIGHHIUSTEL 6THGL LILIHID G6L6m6V.

vi. Recovery Agent shall not mislead the borrower about the extent of the debt or the consequences
of non-repayment
SL6tN6lT SieM6 SlLev g HHLNE QFNISSTMIITD JHUBLD NM6Ne &6 CIGTL L6
allaQuIniGafed, &L 6T CUTRIGILIEUNT SL 6T UG (P&HEU] HUMTEH QUNBL GG DML L.
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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.

QUG (WaaIT&EmeT FHUBSGISD Bimeeaid 2 Ml e repwnsl QFLLPmMmUIS Q&6 (h&GLD.
hneierglesimed HASSILGLD UG (P&HUTSHET eufserilett LemilTetjseilest (pHEW HlHLDEFH&er
sflumrjlueng GmHQASTETEHLD 6T6TLmSG 2 MG QFuIu|D.

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.

Qg6 QD (e SMaNiNeT H&H, WHMID HUBSES CUPHISILILL DL UITET S 6mL L 60T
Himieued euphEL SMEST L eneowld dhHHEF Q6L Geusu@id.

The Company shall host a detailed list of recovery agencies engaged by them on their website which will
be updated on periodical basis.

Himieueid geufsenmed FEHUGSHSUIUL (6T auged (LpHamausane aNfleurer UL IgUlsned @Qenemisenssed
QeueMuNBw, @& SsuauIGuTg UHIUNSSUILHLD.

23



