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1. ObjectiveofGrievanceRedressalPolicy

ProactiveCustomerservicedeliveryandcustomerdelightisakeydifferentiatoroftheCompany.Custo
mercomplaintsconstituteanimportantvoiceofcustomer,andthisPolicyaimsatlayingdowntheframe
workforminimizingandresolvinginstancesofcustomergrievancesthroughproperredressalmechani
sm.

AsperfairpracticescodefollowedbyCompany,SFPLneedstohaveaGrievanceRedressalPolicy/Me
chanismwhichshouldbeapprovedandmandatedbytheBoardofDirectors.

TheCompany’sGrievanceRedressalPolicyfulfilsthefollowingprinciples:

(1 Toprovidethebestcustomerservicesupportbyadheringtolaiddownprocedure;

OO T o complywiththeregulatoryguidelinesasrequiredforthisfunction.

2. Definitions

Grievance/Complaint: A“Grievance/Complaint”isanexpressionofdissatisfactionwithaproductors
ervice,eitherorallyorinwriting,fromacustomer.Acustomermayhaveagenuinecauseforcomplaint,a
Ithoughsomecomplaintsmaybemadeasaresultofamisunderstandingoranunreasonableexpectation
ofaproductorservice.

3. GrievanceRedressalMechanism

Inordertoeffectivelyunderstandandaddresscustomergrievances,theCompanyshallopenmultiplec
hannelsofcommunication. Thesemodeswillbeadequatelydisplayedonthenoticeboardofthebranch
.Thesechannelsare:

DesignatedofficerasmaybeidentifiedbytheseniormanagementineachofitsBranchOfficesasth
eGrievanceRedressalOfficer.Suchofficerwillberesponsibleforreceivingandmanaginggrieva
ncesoriginatingattheirBranchOffice.

Customerscandroptheirgrievances/complaints/suggestionsattheDropBoxavailableatthebrancho
ffices.

Anyaggrievedcustomercanalsoregistertheircomplaints/grievances
atcompany’sCustomerCareNumber1800-419-2272dulyprintedatbackside
ofeverypassbookissuedtothem.Thedetailsofcompany’s Customer CareNumber is also
displayed ateverybranchoffice.
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Ifa customernotable to reach toany ofour offices can also
complaintorgrievanceorsuggestionsbywritingoremailto:

Grievance Department,

SAMAVESHFINSERVEPRIVATELIMITED,
602,6™ Floor, Tower-A, Vinayak Plaza,
Maldahiya, Varanasi—
221002,U.P.EmailEmail:grievance@sam
aveshmfi.com

CustomerGrievanceRedressalTimeFrame:

send his/her

Anycustomercomplaintorgrievanceshallbedulyacknowledgedandpromptlyrespondedbythecomp
anywithinareasonableperiodoftimenotexceeding30days.Incase,noresponsehasbeenprovidedtoth
ecustomerwithinthestipulatedtimeperiod,acustomershouldescalatehis/hercomplainttothe

followingescalationmatrix.

Inadditiontotheabove,arobustescalationmatrixhasbeensetupasunder:

A. IfanycustomerisnotsatisfiedwiththeresolutionprovidedbytheGrievanceRedressalOfficerat
theBranchOfficeornotsatisfiedbytheresponsesentbytheGrievanceRedressalOfficer,thenes

calationcanbemadeto:

Mr. Umesh Lal

Nodal Officer

SAMAVESH FINSERVE PRIVATELIMITED,
602,6™ Floor, Tower-A, Vinayak Plaza,
Maldahiya, Varanasi — 221002, U.P.
Emailld:grievance(@samaveshmfi.com

B. IncasethecustomerisnotsatisfiedbytheresponseprovidedbyHeadCustomerService,orinc
asethegrievanceisnotredressedwithinaperiodofonemonthfromthedateofitsfirstsubmiss

ion,thens/hecanalsowriteto:

Officer-in-

ChargeReserveBankofIndia,

Department ofSupervision,

16/82,A-
5,MallRd,NearWescottSchool,OfficersQuarters,Civi
ILines,

Kanpur-208001, U.P.
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4. SystemsforResolutionofGrievances

AtSFPLwewillinvestinthebestinclassCustomerR edressalMechanism(CRM)systemtoensure
timelyresolutionofthegrievances.Thesystemcapturesthecomplaints;followsTATsonthebasis
ofthenatureofthecomplaintsandescalatesissuesonthebasisofpredefined T ATsandaspertheesc
alationmatrix.

Oncesuchcomplaints/grievancesreceived,theCustomerCareteamisresponsibleforresolutiono
fcomplaint/grievancetothecustomer’ssatisfaction. Everyattemptismadetoofferthecustomersu
itableandappropriatealternatesolutionswhereverpossible. However, ifthe
customercontinuestoremaindissatisfiedwiththeresolution,hecanescalatetheissuethrough
thegrievanceredressalmechanismasreferredabove.

5. InternalReviewandmonitoringofGrievances

Periodicreviewofmonitoringofcomplaints, TATs,naturcof complaintsisdone
toensurethatprocessloopholesifanyarepluggedandtrendsarechecked.

6. ReviewofPolicy

Aconsolidatedreportofperiodicalreviewofcomplianceoffairpracticecodeandfunctioningofthegrie
vancesredressalmechanismatvariouslevelsofmanagementshall be submitted tothe
Board/Committeeof Directorsat annualintervals. The reviewsshallconsiderthefollowing:

a) Internalfactorssuchaschangesinorganizationalstructureorproductsorservicesoffered,;
b) Externalfactorssuchaschangesinlegislationortechnologicalinnovation;

¢) Theoverallperformanceofthecomplaintmanagementsystem,and

d) Theresultsofaudit,ifanyconductedduringtheyearbyinternal/externalauditors.

ThepolicywouldbeavailableonCompany’swebsiteandatallbranches.All
employeesoftheCompanywillbemadeawareofthispolicy.
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