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FAIRPRACTICESCODE OF SAMAVESH FINSERVE PRIVATE LIMITED

PREAMBLE

TheCompanyendeavorstoreviewpolicyguidelineson‘FairPracticesCode’(FPC).TheReserveBankofl
ndia(RBI)hasissuedguidelinesonFairPracticesCodeforNon-

BankingFinancial Companies(NBFCs)therebysettingstandardsforfairbusinessandcorporatepractices
.TheCompanyshalladoptallthebestpracticesprescribedbyR BIfromtimetotimeandshallmakeappropri
atemodificationsifanynecessarytothisCodetoconformtothestandardssoprescribed.

Itis,andshallbe,thepolicyofSamavesh Finserve Private Limited
(SFPL)tomakeavailabletoalleligiblequalifiedapplicants,withoutdiscriminationonthebasisofrace,cast
e,colour,religion,sex,maritalstatus,ageorhandicapallfinancialproducts,eitherdirectlyorthroughsubsi
diariesand/orassociates.

TheCompany’spolicyistotreatalltheclientsconsistentlyandfairly. TheemployeesoftheCompanywillof
ferassistance,encouragementandserviceinafair,equitableandconsistentmanner. TheCompanywillals
ocommunicateitsFairPracticesCode(FPC)toitscustomersbyuploadingthe FPCitonitswebsite.

TheCompanywillensurethattheimplementationoftheFPCistheresponsibilityoftheentireorganization.
TheCompany’sfairlendingpracticesshallapplyacrossallaspectsofitsoperationsincludingmarketing,lo
anorigination,processing,andservicingandcollectionactivities.ItscommitmenttoFPCwillbedemonstr
atedintermsofemployeeaccountability,training,counseling,andmonitoring,auditingprogramsandinte
rnalcontrols,andoptimaluseoftechnology.

TheCompany’sBoardofDirectorsandthemanagementteamareresponsibleforimplementingthefairpra

cticeshereinafterdetailed,andalsotoensurethatitsoperationsreflectitsstrongcommitmenttoallthestake

holdersforofferinginafairandequitablemanner,thevariousfinancialservices andproducts
includinglendingandthatallemployees areawareofthiscommitment.

ThisFairPracticesCodeappliestothefollowingcategoriesofproductsandservicesofferedbyus(currently
offeredorwhichwillbeintroducedatafuturedate).

1. Loans,guaranteesandotherproductsinthenatureoffinancialassets.

2. Productsofferedthrough anetworkconsisting
ofthebranchesoftheCompany,itssubsidiariesandassociates.

TheFPCisapplicabletotheaboveirrespectiveofwhetherthesameisprovidedphysically,overthephone,o
ntheinternetorbyanyothermethodwhatsoever,existingorfuturistic.
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ThekeycommitmentswhichtheCompanypromisestofollowinitsdealingswithitscustomersare:

a. Toactfairlyandreasonablyinalldealingswithitscustomersbyensuringthat:
« Itsproducts,services,proceduresandpracticeswillmeetthecommitmentsandstandardsinthis
FPC.
« Itsproductsandserviceswillmeetrelevantlawsandregulationsinletterandspiritasapplicabl
e.
« Itsdealingswithitscustomerswillrestonethicalprinciplesothonesty,integrityandtransparenc

Y.

b. TheCompanywillassistcustomersinunderstandinghowitsfinancialproductsandservicesworkby:
+ Providinginformationabouttheminsimple Hindi and/orEnglishand/orthe locallanguage.
+ Explainingtheirfinancialimplicationsand
+ Helpingthecustomerchoosetheonethatmeetshis/herneeds.

¢. TheCompanywillmakeeveryattempttoensurethatitscustomershaveatrouble-
freeexperienceindealingwithit;butinthecaseoferrorsorcommissionsandomissions,theCompanyw
illdealwiththesamequicklyandsympathetically.

« Mistakeswillbecorrectedquickly.

+ Complaintswillbehandledquickly.

+ Incaseacustomerisnotsatisfiedwiththewayacomplaintishandled,theCompanywillguidethe
customeronhowtotakethecomplaintforward.

» TheCompanywillreverseanychargesincludinginterestappliedtoacustomer’saccountduetoa
nerrororoversightonitspart.

APPLICATIONFORLOANSANDTHEIRPROCESSING

a. LoanapplicationformsoftheCompanywillincludenecessaryinformationwhicharelikelytoaffectthe
interestsoftheprospectiveborrower,sothatameaningfulcomparisonwiththetermsandconditionsoff
eredbyotherNon-

BankingFinancial Companiescanbemadeandaninformeddecisiontakenbytheprospectiveborrower

b. Theloanapplicationform shallindicatethe
documentsrequiredtobesubmittedalongwiththeapplicationform.

¢. TheCompanyshallprovidetothe
prospectiveborroweranacknowledgementforreceiptofallloanapplications. Anindicativetimeframe
withinwhichloanapplicationswillbedisposedofwillbementionedinsuchacknowledgement.

d. Allcommunicationstotheborrowershallbeinthevernacularlanguageoralanguageasunderstoodbyth

eborrower.
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LOANAPPRAISAL&TERMS/CONDITIONS
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shallconveyinwritingtotheborrowerinthevernacularlanguageasunderstoodbytheborrowerbymeanso
fsanctionletterorPass Book or
otherwise,theamountofloansanctionedalongwiththetermsandconditionsincludingannualizedrateofi
nterestandmethodofapplicationthereofandkeeptheacceptanceofthesetermsandconditionsbytheborro
weronitsrecord. AscomplaintsreceivedagainstNBFCsgenerallypertaintochargingothighinterest/pena
linterest,the ~ companyshallmentionthepenalinterestchargedforlaterepayment ~ of  scheduled
installmentsinboldintheloanagreement.

Appropriateinternalprinciplesandproceduresfordetermininginterestandotherchargesshallbelaiddow
nandbesubjectedtoreviewkeepinginviewthebusinessexigencies,regulatoryandcustomersentiments,
marketpracticesetc. Theacceptanceofthetermsandconditionscommunicatedbytheborrowershallbepre
servedbytheCompanyinitsrecords.

The companyshall furnishacopyoftheloanagreementor Pass Book
preferablyinthevernacularlanguageasunderstoodbytheborroweralongwithacopy
eachofallenclosuresquotedintheloanagreementtoalltheborrowersatthetimeofsanction/disbursemento
floans.

DISBURSEMENTOFLOANSINCLUDINGCHANGESINTERMS&CONDITIONS

a. TheCompanyshallgivenoticetotheborrowerinthevernacularlanguageasunderstoodbytheborrower
ofanychangeinthetermsandconditionsincludingdisbursementschedule,interestrates,servicecharge
s,prepaymentchargesetc. TheCompanyshallensurethatchangesininterestratesandotherchargesaree
ffectedonlyprospectively. Theloanagreementshallcontainaspecificclausetothiseffect.

b. ThedecisionoftheCompanytorecall/acceleratepaymentorperformanceshallbeinconsonancewithth
etermsoftheloanagreement.

¢. TheCompanyshallreleaseallsecuritiesuponrepaymentofallduesoronrealizationoftheoutstandinga
mountofloansubjecttoanylegitimaterightorlienor hypothecation
foranyotherclaimitwillhaveagainstborrower.Incasesuchrightofsetoftistobeexercised,theborrower
shallbegivenduenoticewithfullparticularsabouttheoutstandingclaimsandtheconditionsunderwhic
htheCompanyisentitledtoretainthesecuritiestilltherelevantclaimissettled/paid.

d. Any changes to the terms and conditions, including disbursement schedule, interest rates,
service charges, prepayment charges, etc., shall be informed individually to the borrowers in

case of account specific changes, and in case of others, the same shall be available at the
Registered Office / Corporate Office of the Company.

©SamaveshFinservePvt Ltd/Fair Practice Code

RATE OF INTEREST




The Company shall frame appropriate internal principles and procedures for determining
the interest rates and processing and other charges as per guidelines of RBI/SRO issued
from time to time.

The pricing of interest rate calculations is made and reviewed from time to time and seek
approval of Board of Directors.

The Company also ensure that they are competitive and match with the rates applicable
in MFI Industry. The Company shall, at the time of disbursal, ensure that the interest rate
and other charges, if any, on loan and advances are in strict adherence to above referred
internal principles and procedures.

The information published in the website shall be updated whenever there is change in
the rates.

The rate of interest and the approach for gradation of risk and rationale for charging
different rates of interest to different schemes shall be disclosed in the application form
and also communicated explicitly in the sanction letter issued to the borrower.

The rates of interest and the approach for gradation of risk shall also be made available
on the website.

There shall be no pre-payment penalty on microfinance loans. Penalty, if any, for
delayed payment shall be applied on the overdue amount and not on the entire loan
amount.

The Company shall prominently display the minimum, maximum and average interest
rates charged on microfinance loans in all its offices, in the literature (information
booklets/ pamphlets) issued by it and details on its website. This information shall also
be included in the supervisory returns and subjected to supervisory scrutiny.

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

RESPONSIBILITY OF BOARD OF DIRECTORS

TheCompanyshallalsolaydowntheappropriategrievanceredressalmechanismwithintheorganizationt

oresolvedisputesarisinginthisregard.Suchamechanismshallensurethatalldisputesarising out
ofthedecisionsofthe = Company’sfunctionariesare  heardand  disposedofatleastatthenexthigher
level. TheBoardof Directors

shallalsoprovideforperiodicalreviewofthecomplianceoftheFairPracticesCodeandthefunctioningofth
egrievance’sredressalmechanismatvariouslevelsofmanagement. Aconsolidatedreportofsuchreviews
shallbesubmittedtotheBoardatregularintervals,asmaybeprescribedbyit. TostartwithCompanymaypro
videthesameonquarterlybasis.

©SamaveshFinservePvt Ltd/Fair Practice Code

GRIEVANCEREDRESSAL MECHANISM




Towards ensuring redressal of disputes arising out of decisions of the functionaries of the
Company, the following mechanism is put in place:

a. TheCompanywillguidecustomerswhowishtolodgeacomplaintandalsoprovideguidanceonwhattod
oincasethecustomerisunhappywiththeoutcome.

b. Afterexaminingthematter,theCompanywillsendaresponseassoonaspossible;theCompanywill also
guide acustomer on howto take thecomplaint furtherifthe customer isnotsatisfied.

c. Anodalofficershallbeappointedfortheredressalofgrievancesofthecustomersincludingtheborrower
s,inconnectionwithanymatterpertainingtobusinesspractices,lendingdecisions,creditmanagement
andrecovery. Thenameandcontactdetailsofthenodalofficershallbedisplayedinthewebsiteof
theCompany.

d. InternallyconstitutedCustomerGrievanceRedressalCouncilcomprisingseniormanagementofficial
s,toreviewwiththeNodalOfficerandoverseetheGrievanceRedressalMechanism.

e. As per RBI guidelines theCompanyshalldisplay
thefollowinginformationprominently,forthebenefitofthecustomers,attheirbranches/placeswhereb
usinessistransacted:

e thenameandcontactdetails(Telephone/Mobilenos.asalsoemailaddress)oftheGrievanceRedr
essalOfficerwhocanbeapproachedbythepublicforresolutionofcomplaintsagainsttheCompan

y.

e Ifthecomplaint/disputeisnotredressedwithinaperiodofonemonth,thecustomermayappealtot
heOfficer-in-
ChargeoftheRegionalOfficeof DNBSofRBI(completecontactdetails),underwhosejurisdictio
ntheregisteredofficeoftheCompanyfallsi.e. MumbaiRegional Office.

e In case of any complaints / grievances, the customer may contact the Grievance
Redressal Officer:

Address: 602, Tower A, 6™ Floor, Vinayak Plaza Maldahiya, Varanasi, U.P. 221002
India

Toll Free Number: 1800-419-2272

Mobile Number: 9219974200

Email ID: grievance@samaveshmfi.com

Inshort,  thepublicnotice  shallserve  the  purpose  othighlightingtothecustomers,the
grievanceredressalmechanismfollowedbythecompany,togetherwithdetailsofthegrievanceredressalo
fficerandoftheRegional OfficeoftheRBI.
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a. The companyshallrefrainfrom
interferingintheaffairsoftheborrowerexceptforthepurposesprovidedinthetermsandconditionsofth
eloanagreement,unlessnewinformation,notearlierdiscloseddeliberatelyorotherwisebytheborrowe
r,hascometoitsnotice.

b. IncaseofreceiptofrequestfromtheborrowerfortransferofaborroweraccounttootherNBFC,bankorfi
nancialinstitution,theconsentorotherwiseshallbeconveyedwithin2 1 daysfromthedateofreceiptofsu
chrequest.Suchtransfershallbeinaccordancewiththecontractualtermsenteredintowiththeborrower
andinconsonancewiththestatutes,rules,regulationsandguidelinesaswillbeapplicablefromtimetoti
me.

¢. Inthematterofrecoveryofloans,theCompanyshallresortonlyto
remedieswhicharelegallyandlegitimatelyavailabletoitandwillavoidusingrecoverymeasuresdurin
goddhoursoftheday,undueharassment,useofmusclepowerforrecoveryofloans. Ascomplaintsfrom
customersalsoincluderudebehaviorfromthestaffofthecompanies.RCLshallensurethatthestaffarea
dequatelytrainedtodealwiththecustomersinanappropriatemanner.

d. As a measure of customer protection and also in order to bring in uniformity with regard to
prepayment of various loans by borrowers of banks and NBFCs, Company shall not charge
foreclosure charges/ pre-payment penalties on all floating rate term loans sanctioned to
individual borrowers.

e. Thereshallbenodiscriminationinextendingproductsandfacilitiesincludingloanfacilitiestothephysi
cally/visuallychallengedapplicantsongroundsofdisability

TERMSANDCONDITIONS

a. Whenacustomeracceptsaproductorserviceforthefirsttime,theCompanywillprovidethecustomerwi
ththeRulesandRegulationsthatarerelevanttotheproduct/service.

b. AllTermsandConditionswillbefairandwillsetthecustomersrightsandresponsibilitiesclearlyandinpl
ainlanguage,theCompanywilluselegalortechnicallanguageonlywherenecessary.

¢. TheCompanywillmakeavailableanychargesapplicabletoproductsandservicesapplicable

d. IftheCompanyincreasesanychargesorintroducesanewcharge. TheCompanywillnotifythesametoth
ecustomers.

e. TheCompanywillprovidethetermsandconditionsinrespectofanyproductorservicewheneveracusto
merrequestsforthesame.
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a. UnlessauthorizedbythecustomertheCompanywilltreatallpersonalinformationasprivateandconfid
ential.

b. TheCompanywillnotrevealtransactiondetailstoanyotherentityincludingwithinthegroupotherthant
hefollowingexceptionalcases.

« IftheCompanyhavetoprovidetheinformationbystatutoryorregulatorylaws,

« Ifthereisadutytothepublictorevealthisinformation.

« [fitsinterestrequiresustoprovidethisinformation(e.g.fraudprevention).
TheCompanywillnotusethisreasonforgivinginformationaboutcustomerstoanyoneelse(incl
udinggroupcompanies)formarketingpurposes.

« Ifcustomerhasgivenconsent/concurrencetoprovide/sharesuchinformationtoitsgroup/assoc

iate/entitiesorcompaniesforprovidingotherproductsorservices.

» Wherethe customer asksustorevealsuch information to its group/ associate

/entitiesorcompaniesforprovidingotherservicesorproducts.

A PERIODICAL REVIEW OF THE FAIR PRACTICES CODE

A periodical review of the Fair Practices Code and functioning of the grievance’s redressalmechanism
at various levels of management would be undertaken by the Company at regular intervals and a
consolidated report of such reviews shall be submitted to the Board of Directors in the next
Board Meeting.

Fair Practice Code Policy of the Company is available in English and Hindi language and same
is displayed on the web-site of company under section“Corporate Governance”.

Hkskok
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