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Fair Practice Code (FPC)
3fud aasR fgdr

Background (Q'E‘l;lﬁn

The Reserve Bank of India (RBI) has issued broad guidelines on fair practices for Non-Banking
Financial Companies (NBFCs) thereby setting standards for fair business and corporate
practices while dealing with their borrowers. CDL Financial Services Private Limited (the
‘Company’) has adopted all the best practices prescribed by RBI from time to time and has
framed the Fair Practices Code (the ‘Code’).

YRag Reid §& (RBI) A IR-dfdh faxfta sufat (NBFCs) & faw IR saagR (Fair
Practices) a4l 30U fex-Fdw IR fru §, RTd SYRSatel & I1Y sIdgR Hd IHY
e TTaIRie Ud HiuRke UYT3l & AME R fhT o 9 |

CDL Financial Services Private Limited (T8 3T "&U=" $Hgl ST = THI-THT TR
RBI gRT Ruffed gt gatam uursii & sroman g aut 3ferd agR AfgdT (Fair Practices
Code) (TR 31T "fgdT" g1 S duR &1 8

Application of the Code (Hfgar &1 3w

This Code shall apply to all the products and services, whether they are provided by the
Company, 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.

This code shall also apply to all employees of the company and other persons authorized to
represent it in the course of its business with respect to all products and services. Copy of the
fair practice code shall be displayed at all the offices/branches of the Company. A copy of FPC
shall also be displayed on the website of the company.

Ig dfedl HU-l, TS e HuHdl 3rydl fefoled Hur UeH #A a1 WewH (o
SO I T aTal 81 3IR/AT SMITHIRIT SHaRT & 3icid Tnferd 8 gR1 UeM fhu sH
et it Iare) ud Jaraf R AL BN, TR 3 PIRR W, THBIH & H1HH I, TH R,
$c¥fded Saaie SUBRUI & HIH F, $exc WR 31ydT fohfl 3 wiegd § UeH &1
S|

Tg fedl dumit & Tt Sl aut HU- & gaurd & SR 39 UfafAfia v SHfied
3= gt Afdadl wR off, it Iarel ud Jarsif & ddy o, 99 =9 9 ar] g Shaa
gdeR W%HT (Fair Practices Code) G| Th ufd duT & gyt Frataal/mare & Elaﬁfﬁ
;ﬂ%@ﬂl SRra sugsR dfgar (FPC) & T Ufd HU- Bt dause W) yeiRid &t

|
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Objectives of the Code (Hfgar & Iex)

1. to promote good and fair practices by setting minimum standards in dealing with

customers. (TTE®| & WY HGGR H FAdH AFG FUiRG o ! Td Fwe
HATAHIRIb YTl Bl S@IaT &)

2. to increase transparency so that the customer can have a better understanding of what
he/she can reasonably expect of the services, (QR_QF%T delHl i Uledh Yo alG(‘R 3l
I Fob fob I HU gRT UG b1 oI+ areit Jaredi ¥ Fifd 0 8 7 U
Thd g )

3. to encourage market forces, through competition, to achieve higher operating standards.
@feregyf & A1 A SR &1 Yfckadl ! UieTfgd HRAT difds S UR=Te JHD U
fopu ST Hh 1)

4. to promote a fair and cordial relationship between the customer and the Company. (Ulg
T Ul & o ey, Seréyul vd fayragul dee &1 sgrar a)

5. to foster confidence in the secured lending (ALP/HL) system. @f\ &d BT UG B Bl
JUITelt (ALP/HL) & Ufdl fayI &1 geg d31l )

Commitment (Wfddsdrn)

Company shall adhere to this code to act fairly and reasonably in all dealings, on the ethical
principle of integrity and transparency, to meet the standard practices prevalent in the NBFC

finance industry. (U1 39 Tl &1 UTeH HRd gU 30+ Jft eI U4 AH-F § Fegerar
3R Wﬁ?ﬂ & Y BT BN qUT TS (Integrity) 3R ReRfar (Transparency) &
A Rigidl &1 uraH $Rd §U TIEIUmY! (NBFC) faxita ST # vraferd A qutsf &

YT BT )

The Company will provide clear and transparent information to customers so as to enable them
to understand, the terms and conditions of the products and services offered including the

interest rate and service charges. (Ei?q:ﬁ ‘/TI_EEI?;[ ﬁwwwﬁWWﬁﬂ, GIEa
3 HU gRT USH T ST aTel 1G] Td Aarafi ot 2raf ud Faat, fo=s saret g3 aur dan
Yreep o <A €, 1 vt vifa Tug wd )

Products and services of the company will meet relevant laws and regulations in both letter and
in spirit. (HUA & ITG Ud JaATE AR B a7 [ATH] BT Jeq TG UG (Letter and
Spirit) Gl o 3T UTAH Biitl)

The Company will act quickly in correcting the mistakes and attend to complaints lodged by
its customers in light of objectives of this code. (EFq:ﬁ Y Tfgd & 3%'@ & A=y 3Ot
e & GUR 8 T HRATS BN qUT AEHI gRIT Gof BRI Ts (B! BT @iRd Ud
THTE &1 A R it )

The Company shall not discriminate amongst its prospective/existing customers on the basis
of age, race, caste, gender, marital status, religion or disability. However, the restrictions, if
any, as mentioned in the housing loan products, shall continue to apply. (Eb_q:ﬁ 3O uifad
3YAT I ATgeh! ob AT 1R, XA, Sfay, i, danfeen fufa, et sruar fiqxivra & SR
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TR 3! ot UBR &1 HeHTa 781 S| quTiy, afe srarg BT (Housing Loan) Idrel o
fpel R & ufady Ruiikd §, 1 9 Tumad arL e )

A copy of the code may be provided on request to any prospective or existing customer. ( LY

ﬂ%ﬁwqﬁr%\tﬁ W HIfAd SraT I D Bl JHb SFRIY TR U PR Wl
1)

Disclosure and Transparency (Y&cI®bUT UTd TRERIdN)

Company would provide information on interest rates, common fees and charges through:

HU TEDH| Pl TSl &I, T Yeb! Td 30 THRT F Haiferd SR FafaRaa
ATl ¥ IuAR] HRITT

o Putting up notices in branches marefi o JT-Ugs (Notice Board) T fRid H& |

. Providing tariff schedule as and when requested. @IE\P[ o U 811 IR Reh \W;NQ'_CF[
(Tariff Schedule) SUcIs®] h[hX|

o Through the company’s website HU! I dIATZC & HTHH |

o Through designated staff HUHT GRT AT (\’rl'mﬁ) SR & H1end 9|
Confidentiality U=t

The Company shall collect personal information that it believes to be relevant and required to
understand the customer’s profiles and conduct its business. The Company shall treat all
personal information of customers as private and confidential and shall not divulge any
information to a third person unless required by any law or Government authorities including
Regulators or Credit agencies or where the sharing of information is permitted by the customer.
If company shall avail services of any third party for providing support services, Company
shall require that such third parties handle customers’ personal information with the same
degree of confidentiality.

(U TTEHT DI TS B! THIA YT U TaH & HATeH o HTaaH Td Urfie
TSI ST aTcl AGdTTd BRI ThiAd B HU-! ATgdh] & GHt TG SRl
DI Sl Td Mot gl aur T fasddt ot SHeRt &1 fosdt godta et o1 garn Jal o,
99 d% o U1 fobedt ] I, IRBRT WD, M S (Regulators) 3HYaT dhise
TR &t TaRIHdl & HRUT UTE 7 8, 3YaT D gRT TH THBRT T HIA B
e—rfrl%ma?ﬂ's‘s“rl WMWW (Support Services) Uald W%%’Q fooat
I el Y JaTd At 8, o Ut g GAd e fos T efta ues ot et a0t afara
TSR] BT I TR Bt MUHTTAr & 1Y TR0 Td Yae o, T fb Hu-l T Sl 8 1)

Loans (300)

a. Applications for loans and their processing (50T 3Tde T4 3P1
YHTH )
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1. All communications to the borrower shall be in the Vernacular language or a language
as understood by the borrower.

QPYRGBAT & Ty THt TaR RIHT (@ TRgeR) HTST 3rar T 1ien 7 forg ey fordy
IYRGA THIAT B

2. The loan agreement discloses the rate of interest charged from customer as also the
other charges pertaining to the loan like processing fee, cheque bounce charges, the amount
of fees refundable if loan amount is not sanctioned/ disbursed, pre-payment options and
charges, if any, penal interest/ penalty for delayed repayment etc.

(3BUT 3dY (Loan Agreement) 8 UTedh H I &1 S dTell STl &R & IY-H1Y BT H
T&fd o= gt UuRI, S TRITHR] R[eh (Processing Fee), A IR (Cheque
Bounce) Y[e, BN Widd 3Hudl fqdikd 9 814 &1 fufd & arasft 9 e o1 17, gd
YA (Pre-payment) & [dded U9 39 R AN Yo (Afe DI 1), Adiiad Y- IR
G SIHD TS/ AT (Penal Interest/Penalty) 3fTie BT WY Ieeid fapdT ST

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

(U7 31ded U § Ut I 31awgss SHeR! T grit Sl SURSGd & fed &l uyTfaa
H! B, dlfs SURB! 30 TAAUHHT (NBFCs) §RT Udifad gt ud wrdf ot ardfes

IO R b 4T Gad e fadahygul Foia o Tas 1)

4.The loan application form may indicate the list of documents required to be submitted with
the application form.

(BT TG T T 3HTdaH o 1Y U b T ST a1t SHTTRID GATdSll ol Yl bl Ieaid
T ST Hehal B)

5.Acknowledgement will be given for receipt of all loan applications. Preferably, the time
frame within which loan applications will be disposed should also be indicated in the
acknowledgement.

GRIEN 3TaeH! &1 Wi TR 31! gTadl (Acknowledgement) UG &1 ST | el a&
4T BI, uradt # 39 -9 &1 Wt Icora o S e Hidr o1 31de &1
IBESIRURCR RS

6.The Company would verify the loan applications within a reasonable period. (Eb_q:ﬁ

Iferd gHaTafy & HiaR BT 3fTdeH! BT T HN)

b. Loan appraisal, terms/ conditions, and communication of
rejection of loan application (31 Yegic, fFraw wd <rd qur
BT TG B AATHTd DI o)
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Normally all particulars required for processing the Loan Application will be collected
by the Company at the time of application. In case it needs any additional information,

the customer will be informed to provide the same. (HTHI-Id: 2507 3{TAG o TR
8q 3HTage GUT faarr sirde & TG 51 U1 gRT U o o Sme | af fodt
fARed THSRT B HaIDT G, T AP Pl Iod SITHBRI U B B
fore gfera fovan e )

The Company will convey in writing to 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
and keep the written acceptance of these terms and conditions by the borrower on its

record. (Eiv_q:ﬂ @ﬁ?ﬁl UA (Sanction Letter) S{Ydl A< oo farRaa arenm @ B’W

DI Wipd BT ST AR TUT IT9 aiferd Gt Fom v wal, s aiifeied s

aX (Annualized Rate of Interest), SdTol F’ﬂ"lobi:l P ﬁfﬁ, é@aﬂ‘s‘ (EMI) =T, q,ﬁ

YA e (Prepayment Charges) 31ie =Mmiye %, ot forfad AT Uald ST qYl

wwﬁﬁgmmﬂﬂﬁ%@ﬁm&mﬁ&ﬁ@@ﬁﬁﬁﬁ
1)

. Before taking a decision to recall/accelerate payment or performance under the

agreement or seeking additional securities, the Company shall give notice to the

borrower(s) in consonance with the Loan Agreement. (3501 3171’5 o & 3favid HITdI P

IO (Recall), Yidr- T Tl (Acceleration), 3y & Sl qIiial o e

3yar 3ffafad qﬁfﬂ-ﬂ%lﬁ[ (Additional Securities) AR IR ER] ﬁ%‘ [EURANE] | 11&‘,

%-%I U1 &Y & UAUMl & T SUYRBA/SURBAISN B Jd Fa-T U™
1)

The Company shall mention the penal interest charged for late repayment in the loan
agreement. (W:ﬁ fadifaa E:T?;ITI?I'H TR TFITE S dTdl S ST TSl (Penal Interest)
BT WY e BT 3y T Hf )

Borrower shall be entitled to a copy of the Loan Agreement, KFS, Amortization
schedule and Sanction Letter along with a copy each of all enclosures quoted in the

Loan Agreement at the time of sanction / disbursement of loans. (Gﬂmf BUI
Wﬁﬁm fqaRur & o Bl 3J8Y (Loan Agreement), UHE T fqavor (Key
Fact Statement - KFS), EH“;ITI?TF[ G‘HHEﬁ (Amortization Schedule) dYT W LE|
(Sanction Letter) ®! Uh-UP Ufd UK B BT 8PhaR Nl 30 AfdRad, B0
;%‘?%fc}mf@d Tt GU®T (Enclosures) B Th-Ua U H SRS B IuaTsl
1)
Company at its discretion shall process requests for transfer of a loan account, either
from the borrower or from a bank/financial institution, in the normal course. @q:ﬁ

30 fIABTIIR, AT UfehadT & Sfaid, SURET 37l [l S/ [ I gRT
FUl WId & 3ARUT (Transfer) & U fbT T SR W faaR &l aur 371
RO Bt

c. Disbursement of loans including changes in terms and

conditions 0T &7 faazor a1 fAgw va 24t A yRad=
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. Disbursement should be made in accordance with the disbursement schedule given in

the Loan Agreement/ Sanction Letter. (50T [ IERRUE 3‘@ Y (Loan Agreement)
SHYd[ W UA (Sanction Letter) T IfcaRaa faaror W (Disbursement
Schedule) o 3R foam SQ )

The Company shall give notice to the borrower of any change in the terms and
conditions including disbursement schedule, interest rates, penal interest (if any),
service charges, prepayment charges, other applicable fee/ charges etc. Company
should also ensure that changes in interest rates and charges are affected only

prospectively. (U 0T fAdRUN ST, W &R, SSTHD TS (Al DIg 81), JaT
e, d YT Yo a1 39 AL e /TURT 311fe F foreit off ufkad=T &t g
SURGAl Bl Yd | UM Hf | Hu g off gRiEa st fos saret o1 ud Yool |
fpu T @ URad dad HIdI UHTd (Prospective Effect) | ?ﬂ"l_@f )

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. (Cl'% aﬂT ﬁ‘s‘ tlﬂﬁ?‘h PIRED &
gfded g, ﬁmﬁm%qﬁw%mﬁ%ﬂmmwmﬁw
YT Y 3T IR H RIFIARA (Switch) B BT faded I Thdl/Adh 5 )

Decision to recall/ accelerate payment or performance under the agreement or seeking
additional securities, should be in consonance with the loan agreement (501 31_:],3 Y b
3fdid YA DI AU (Recall), Y o diaar (Acceleration), 3J&Y & 3fia
IRl & fsare sryar sifafvad qﬁ’{ﬁf&ﬁ (Additional Securities) P AT et Pis
1t f0i B01 3reY & TTau™l & 3= gITI)

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
that 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 is entitled to retain the

securities till the relevant claim is settled / paid. (o'pq-ﬂ, IYRBAT GIRT JHIA dD Y]
R BT YA BT S Sryar BU1 B GO SbaT IR B agel 8 9 R,
IYRG & favg Bt & fHdt 37 Y AHfYBR (Right) 31aT TSUMIBR (Lien)
& 31 T8 g, Tt ufayfad (Securities) 1 gad R o7t | Ife U THESH &
YD (Right of Set-off) BT YA HRAT T8 &, Al SURDG! B! IHD! Jd a1 ot
ST, fored R gra o1 guf faaRur auT 3 2rd Wy & U ¥ Ifcafad gith fomid siavfa
HO- &fId grar guf =0 ¥ fAuerT 9 syt Y et o ad gfadfaar o
30 U TG Bt Hfdew1Rf gt )

H. Complaints and Grievances

1.

The Company shall have a system and a procedure for receiving, registering and
disposing of complaints and grievances, including those received on-line. ($C|T'ﬁ u™

fRrepTadl Td S1ATdGH! (Grievances) Dl U R4, Usiighd A dUT S-Ieh] fAdRUT
DA g U JoAARRId JuITet Td Gfehar g, fored sfi-eirsT Ui fRrebrad i
RUIERES Il

The Board of Directors of the Company should lay down the appropriate grievance

redressal mechanism within the organization to resolve complaints and grievances.
Such a mechanism should ensure that all disputes arising out of the decisions of lending
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institution’s functionaries are heard and disposed of at least at the next higher level.
@Wﬁ &1 (A= ded (Board of Directors) fRrepTadl Ud 311grdeHl o gHTdt fAaRon
%Tj[ G134 & iR T Sugdd fRIpTad faRUI &3 (Grievance Redressal Mechanism)
R B TG T AT DI o FBUIGTAT TR P ABIRGT o FHoia & S
it fqarel &t A F ST aUT I9HT FARY HHA-I-HH AT I TR D
SIRCANEANNCRIIS L)

The Company would strive for customer satisfaction within the framework of law,
adopted policies and procedures. (db g1 & NS I'j\"l\l., \3'|'C|:|'|_5£ Tl_sc e Td PIEIRIED
SRR T Y8 gU eS| 1 I R o3 &1 & Jua uarg Hh 1)

In case of any grievance, the customer may approach the In-Charge of the business
location where he / she had his / her account and register the complaint in the 'Complaint
Register' available with the In- Charge. On registering the complaint, the customer

should obtain complaint number and date for future reference. m Y Rreprad &t
fufa ﬁ, e I TGS R (Business Location) & JURY (In-Charge) T uh
R GHAIIH § T IBI/ITD! F0T /Tl T1ferd g T4 TURY & I Iudsy
"RIeTId URTHT (Complaint Register)' & 301 RIGIT gof HRT JhanTawd! g
RIBId Tl dId I U6 DI Hids & deH gq Rierd 9@ td Rierd g
EECAGIREISERSIEIHY)

All offices/branches shall display the office address, e mail id, phone no etc where a
complaint can be made and the authority to whom the complaint can be made. @q:ﬁ
& gt wrafeal/=marst # wrafad &1 udl, 3-A3d fige!, gXHTY (BiF) FaR 7uT 39
TRIGRY BT faaror HefRid fasar smem e wHe RIsrd aof oS off 9l 5 )
Company shall endeavour to resolve the complaint within 6 weeks of receipt of
complaint on best effort basis. (?b_q:ﬁ Rreprad Ui gF &1 iy 9 &: (6) Il &
iR, 30 Gl YAl & STYR UR, RIGTId BT FHIYH B 1 Farg Bl 1)

In case the response is unsatisfactory or no response is received, the complaint should
be escalated to the followmg —Head Credit and Services. (q% m eI fean T W
S A Bl 3fdl BIg IR U 7 g1, O RIbId &1 3 g8 - wise €S
gfdaer (Head — Credit and Services) & THE SN (Escalate) foan S gedn %)

If a complaint has been received in writing from a customer, the Company shall
endeavourer to send him/her an acknowledgment/response within a week. (EI'% foadt
Ieh ¥ foRad = u o Rierad Uit gt &, @ Ul U Jwig & ok I9ab! uraat
(Acknowledgement) SHYdl 3t} S BT 8 THT TR B )

The acknowledgement should contain the name & designation of the official who will
deal with the grievance. (UTcl UF (Acknowledgement) H 39 UBRI BT 711 Td
UG- (Designation) ¥ &0 I 3ifdsd BT ST Haiferd RIeprad o1 Faror &)

If the complaint is relayed over phone, the customer shall be provided with a complaint
reference number and be kept informed of the progress within a reasonable period of

time. (3¢ FAIBTIT GRUTY (Telephone) & AIELOH T YT Bl 8, Al AT P! FRIbrIa
H1 T T (Complaint Reference Number) HUcl- DI ST a7 Ifrd THaE &
HIaR FRIBTad BT W T 31aTTd HRIAT ST 1)

Any dispute arising out of the decisions of the Company’s functlonarles shall be
disposed by Head Customer Services (U & JHYHTR] gRT fere T4 Aot @ Iad
ot oft faarg &1 fAaro %E" _ U Jfdde (Head — Customer Services) gIRI
fepam e )
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The Customer Service Head

CDL FINANCIAL SERVICES PVT LTD

Hall B, Ground Floor, Enkay Towers,

Udyog Vihar Phase V, Gurgaon-122016

Contact Details - 9289849319

Email - pradeep.verma@cdlfinserv.com
vishal.likhi(@cdlfinserv.com

TP {1 T
@@mw@mﬁﬂﬁﬁﬁmﬁﬁ%@
gid o, YSS AR, Tk e1ad,

I fagR, Bel-v, UM - 122016

U fIarT: 9289849319

é-flﬂ: pradeep.verma@cdlfinserv.com
vishal.likhi@cdlfinserv.com

In case the complainant does not receive response from the customer Service Head, then
complainant may approach the

gfe Rreraded! &1 Aed Val A (Customer Service Head) ¥ 15 3R T gl 81T &,

i a8 Fafafad ud R YU &R Fharaed o

Office of the CEO

CDL Financial Services Pvt Ltd.

Hall B, Ground Floor, Enkay Towers, Udyog Vihar Phase V, Gurgaon 122016
Email - contact@cdlIfinserv.com

T HABRI ABRT (CEO) BT BT

TEiud BrEAREd afdas ugde s

gId o, Ydd, TP <1y, 9N fagR, Hel-v, THUH - 122016
g-ﬁﬁ: contact@cdlfinserv.com

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 RBI by lodging its complaints online on the website of RBI or
through post to RBI, New Delhi

@fe Rrerasd o) Rierd gof F34 & fafd T ue A8 & Wik Hut @ &I SR U
el BT 8 31Ul U IR ¥ 98 TP el 7, ) 98 URdg Roid §& (RBI) & Rrerad
IBCIRUR' AL (Complaint Redressal Cell) & THE, RBI ! de¥I1sC WR 3R

ol HRP 37YAT S & HIeAH ¥ YR fiord d@, 13 fewddt &1 Riemad IR st
RIBTad Uqd R THaradHa g 1)



mailto:pradeep.verma@cdlfinserv.com
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mailto:contact@cdlfinserv.com
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Language and mode of communicating Fair Practice Code
Sfra gagR Hfgdr & HTUT T TAUYUT BT HILH)

Fair Practices Code based on the directions outlined hereinabove shall be put in place by the
company with the approval of their Boards. The Company will have the freedom of drafting
the Fair Practices Code, enhancing the scope of the directions but in no way sacrificing the
spirit underlying the above directions. The same shall be put up on their website, for the
information of various stakeholders.

@Uﬂﬁﬁﬁﬁh%ﬂﬁ&ﬁ% YR R SfId ATER WigdT (Fair Practices Code)ﬁm

SR1 3P xd Hed (Board of Directors) ﬁa‘@%ﬁaﬂm ST | U1 Bl 3fed

FaER Tfdl BT UREY IR B a1 SuYad fE=mAE R & R &1 fadR a5 &t W]

erft, sr=ret fob 3 fe=mfAE=n &t Ja WG (Spirit) T fft +ff v R 1 Tweiar 7 faar s

?ﬂ ICIREARGEIRG]] (Stakeholders) DI BRI & AU S B dearge | H uefid
)

Regulation of excessive interest charged SATerD TSI R
&1 fafrga=

The Board of the company shall adopt an interest rate model taking into account relevant
factors such as cost of funds, margin and risk premium and determine the rate of interest to be
charged for loans and advances. The rate of interest 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 shall also have clearly laid down policy for penal interest/ charges

(if any).

(U BT RIS HST (Board of Directors) T &1 AT (Cost of Funds), AT (Margin)
T SiRaw W (Risk Premium) S URIRIG ®Re! ! &0 H TGd U UH TS &3
Hred (Interest Rate Model) 3{UATEIT dUT BUT wd I R Fﬂ"lﬁ NEEINEIS X
fuiid &) Fex® Hed gRT S STé® STS/R[e® (Penal Interest/Charges), G ®Ig @,
& Hay T Ht T Ty Ud oafRyd Hifd Reffa &1 smef|

The rates of interest and the approach for gradation of risks, and penal interest (if any) shall
also be made available on the website 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

(TS &2, SRIH & THBRT (Risk Gradation) P Ui a1 fafa A0 & Iur®wate @
A SOToT &} IYEH BT SMUR (Rationale) FUT 3MTde U H SURGA/UTED & THE
Tohc fobdT ST aUT Wrﬁ (Sanction Letter) EESEESCES ﬁ%ﬁ foan I3

Instalments collected from borrowers should clearly indicate the bifurcation between interest
and principal
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(G’ﬂﬂav_df\?ﬁ T U U fhwd (Instalment) | Hel¥Y (Principal) d¥T &S (Interest) T
YS-JUdh fAaR (Bifurcation) TF FY F gRITAT ST 1)

K. Penal Interest (GSTHD =T)

The company will charge the penal interest as mentioned in the KFS.

SHUT, TG 7 TqaRUT (Key Fact Statement - KFS) # Ifcaifad deTd® &S (Penal

Interest) E’I‘IIQ‘ilI

L. Advertising, Marketing and Sales fagmu=, fauor w4 fast

1.

The Company shall ensure that all advertising and promotional material is clear, and
not misleading. The code shall apply to Sales Associates/ representative of the company
in dealing with customers to the extent it is applicable.

(@ U T8 gAY S f w9t fazu= Ud TR Il Oy, gt 9ut Wi | |
g ﬂ%?ﬂ $HU! o font ﬂ%?ﬂfﬂ?fr (Sales Associates) ud gfafafaay (Representatives)
W TTe! & 1Y TAER S ey H, W8T dep L al, AL ert )

The Company may, from time to time, communicate to customers various features of
their products availed by them. 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.

(@ THI-IHT R 6D Bl 3% gRI U IdTal & i [a=oarst @
STHHRY UM B Ihdl gl Ul & 3 IdTG! 31yal IarghAare ¥ Id&fed
UIRTAD UIATAl &t SFBRT UTeDh! Bl bad dH! el STET, e 351 TH BRI
3T T YT H & ol 39T gd gl Ua= H1 8l )

. In the event of receipt of any complaint from the customer that representative/ DSA of

the company 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.

@fe aree A W ¥ Rrerad urd gt @ b duet & ufaffYr srar yaer iy
31l (Direct Selling Agent — DSA) = 3(fId MTeRUT b 8 31d1 39 fRell P
Iy fordt g, df U Rierad &t S, 39& AR aul s &fd & HRUs &
fore Sfera wRarg B3

Whenever the services of any third party is used for providing support services, the
Company shall ensure that such third-party handles customer’s personal information (if
any available to such third parties) with the same degree of confidentiality and security
as the Company would.
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(\_YW'-'-ﬂ HUT TeTaP JaTd (Support Services) Uald & P forg foredt ?‘R‘ﬂ'q q&f Bl
JaTd ot 8, A1 HuHT g8 gRYd Sl o T Iefia et T & Afdaid STHaR]
@fe I U U Bl) DT I TR DI MU Td YRET B 1Y TREUT DHT,

oIT o ot ot Rl B 1)

. Company would prescribe a code of conduct to the Direct Selling Agencies (DSAs)
whose services Company may avail 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.

(?Fq:ﬂ 39 el famg sftyun (Direct Selling Agencies — DSAs) & %‘I’Q, ISRE
It 98 U4 IdTG/Aae & fquuE gq ol €, U SR Hfgdl (Code of
Conduct) FYTRT B | ST AR Aligd & SIAR, TEH I AfddTTd &9 I 34l
GRYTY (Telephone) & HILAH ¥ WD HRd THI DSA Bl 30! UgdH WF &Y I

Bt

. 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

() +ff mremm © Ui fagmus sruar R At forad Tt Tar a1 Sdre au
I W ARL TS &R BT Iead food1 11 g1, 39 g it Ty fobar S fos &m 3=
e Td UYR off ] g1 T Aafdd it faw v =i &1 gul faaror srRiy A
TR YT HUT BT JeISe R U B1)

. The Company shall provide information on interest rates, common fees and charges
(including penal interest, 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

(U TS =, T Yoob! U8 THRT (S S STas o1, Ife $ig g, XM 8)
D DR MARId ATEH! ¥ Suasy ST

AT H YLII1-UE (Notice Board) TafRid dd;

GRUTY 37YdTl geqalis & 1 4,

HUH] Bl ITAZE P AIHH I

T HHATRT/ ST S (Help Desk) & ATEH T; 374dl

JaT AFIGIRIDT (Service Guide) 1Al Yo ST (Tariff Schedule) SUAKI TRIDR |

. In the event of receipt of any complaint from the customer that 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.
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@fe Aew o I8 Rierad urd gkt g o Hu-t & ufaffer, SRER (Courier) 374t
Ual fashy el (DSA) 7 ST MRy fobdT & 3ryar 39 Higdl &1 Ieeia
W%,g‘g%q:ﬂmmﬁﬁﬁhmﬁmmawgé &fd o1 1RUTE & o Ifad
PRATS 1)

The Company shall adopt the Model Code of Conducts for Direct Selling Agents
(DSAs)/ Direct Marketing Agents (DMAs) with the approval of the Board

(?Fq:ﬁ, fFeRIe Hed (Board of Directors) P Wﬁf ¥, g fawa ffiamdfaff
(Direct Selling Agents — DSAs) Ud U& fagur sifirearsit (Direct Marketing Agents
— DMAs) & T8 Hied 3R FfedT (Model Code of Conduct) &I S{OTEI)

M. Privacy and Confidentiality (TO=iradr T4 fAreran)

All personal information of the customers shall be treated as private and confidential (even
when the customers are no longer customers), and shall be guided by the following principles
and policies. Company shall not reveal information or data relating to customer accounts,
whether provided by the customers or otherwise, to anyone, other than in the following
exceptional cases.

g ot gyt sufaaera STHRAY o1 sl Td Mu=a /11 S (@8] 9 & 519 9 o
& UIgeh A Tg dd ) qUT I7ehT TRefur Fuferad Rigidl ud Hifadl & sy favar smam|

ST TED! GRI U B T YT 3 [l A1eqd ¥ Ui e 3dl 39 TTdl
mﬁiﬁmwwwﬁmﬁﬁwﬂ,wmm
aRfRuferat &)

1.

If the information is to be given by law or by the direction of the regulator. (Sl forait

AR B ST FATH® (Regulator) & MR & SAR T SIMGRT T SifHard
gl
If there is a duty towards the public to reveal the information (SId L ICRIEED fea (Public

Interest) & T DRI BT AT HIAT ARG gl 1)
If the Company's interest requires them to give the information (for example, to prevent
fraud) but the same shall not be used as a reason for giving information about customer

or customer accounts to anyone else. (SId HUN B %a%?ﬁﬁi&rr %ﬁm ﬂﬁf BRI
T 3TIRTS BT (ST, eRaTeSt & Ap U & o) | quifty, 38 frsht s safad
DI AEH YT IUb TTd F Fa&fId STHBRT SUAS B DI YR g1 a1
SITE )

If the customer asks the Company to reveal the information or with the customer's

permission. (ST8 UTED WY HUAT ¥ VT TABRT I HIA BT HRIY B 3yl

UTeh Pt qd AR U 811)

The customer shall be informed the extent of his/her rights under the existing legal

framework for accessing the personal records that holds about him/her. (UTeP

Jaq fafdie Gl (Existing Legal Framework) & 3{diid S Heit T & & UM
g Leg _

SUAs] HfadiTd Nl (Personal Records) d& ngd:-\l & TP BRI BT AT

& IR | Jfard fobar Sy
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6. The Company shall use the personal information only to the extent authorised by the
customer under the loan agreement. (daq-ﬂ qEPH DI HfGdTd SHBR] BT STIART
&I I HT deb HT, Fore! Wﬁ YD = Bl 3JdY (Loan Agreement) &
T TGH HI 1)

7. If the Company’s are asked to give a reference about customers, they shall obtain his/
her written permission before giving it. (q% SO PIGED & gay H ﬁg W“—f
(Reference) éﬁm Wﬂm\_ﬂ?ﬂé, a‘ra?q:ﬂﬂwmﬁuaq HIA @q,_:q:‘/{lsob &t
forfaa srafa o sty

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.

(U, T 3yaT ford! 3 Sl AT GRT, UTedh B! AT Td SHBRI BT IUIRT [duuH
(Market%)%@ﬁﬁﬁﬂ,ﬁdd?%ﬂ%d) 2 I Wm0 ¥ 30 gd SrHfd
PEACE R

N.Credit Bureau/ Reference agencies A 3933[ deu

TGkl )

The Company may give information to Credit Bureau/ Reference agencies about the personal

debts, the customer owes to it if: (HO—CF'ﬁ e gRI HU-I & Uld ¢ feadird Bl (Personal
Debts) T el e R | hfse EQRBI / Wﬁ‘!ﬁﬁ:ﬂﬁ' (Credit Bureau / Reference Agencies)
@) Frofifed uRfRRET & Suds &3 gadi )

1. The customer has fallen behind with his / her payments; (SId Ulgh 3T BU &I Tl
3YQT < YA & YA H G (Default) AT 8 1)

2. Legal proceedings have been initiated against the customer to recover the dues. (Sl
WW@W%W VIRED & v WW@ (Legal Proceedings) URY
BT BI)

3. Debts settled through legal recourses against the customer. (SId YT & fovg fafte
IUTal (Legal Recourse) & H1eoH T BT 1 fAueH (Settlement) ICRIRIEIE] )

4. TItis mandated by law to provide the information of all such customers to such agencies.
A clause to this effect has been included in the Loan Agreement seeking the customer’s

consent to share information on his loan with Credit Bureaus approved by RBI. (SId
BT & IR U T+l TEdh! B THBRT 37 TolRAl dl SUAsy HRMAT ffard
Eapfl o oY o PIRED P m UTe HRA %ﬂ BUI Grl_'jﬁ‘if (Loan Agreement) o Uh
Igad Uy S fhar g, e Aremd ¥ Ued RBI GRT SfgHIed
(Approved) Sh1SC SRI & 1Y 30 U el STHDHRY A1 DHRA ! A T
HIAT )

5. At the same time, Company shall explain to the customer the role of credit reference
agencies and the effect the information they pr0V1de can have on customer’s ability to

get credit. (Y é’r HUT AP Dl thiSc ﬂ?{ Q@ﬁﬂff (Credit Reference Agencies)
DI YD1 TUT 37D GRT UG B! T3 SHDHRI BT AEH ! HIT T F07 U B3
DI &HdT IR TS a1 GHTd & Tag 7 +f STHaRY ¢ft)
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6. Company may give credit reference agencies other information about the customer’s
account based on the consent given. (d'DLI"InI, e gRT Uald A Tl_sc ﬂ%ﬂﬁr & YR
W, UTgh o BN Wid A Feifed 30 AHHRT 1 hge Hay el o1 Iuds a1
gohat gl

7. A copy of the information given to the credit reference agencies shall be provided by
the Company to a customer, if so demanded. (Qﬁ VIRED 5{-Idr>nl AT Bl %, a1 U]

Hige ey TOIRE! &I Iud® TRT3 T8 THBR! DI T Ufd A8H Bl UgH Hll)
O. General (ATHT YTdYT)

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) (Tb_l:l:ﬂ BUI \’r@ Y (Loan Agreement) &
ﬁﬂﬁrmmﬁﬁﬁaﬁﬁ@@aﬁ BISH SYRSBA! b HTHA! H fHT UHR BT §%d&T Tl
Hft, 9 I b Tt D3 TSR, o gd & SURSGA! gRT G el T T &Y,
S b GIHE T 7 W)

In case of receipt of request from the borrower for transfer of borrower account, the consent or
otherwise i.e. objection of the NBFC, 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 (EI'% IYRSGA! 3T HUT W & 3faR0T (Transfer) bl \’rﬂff‘c’l hdl %, dr ot
(NBFC) 3T GgHfd 37aT 3Tufay, Afe IS 51, SFRIY U 811 ! fafy ¥ 21 faY & ofieR
Gﬂwaﬁﬁﬁlﬂaﬁ‘ﬁl THT SRl LG & STy T URGRIT Hagrers (Contractual)
e ud vl & SR e sem)

The Company shall impose foreclosure charges as mentioned in the KFS (obq-ﬂ &IRT B UI &
(Foreclosure) UX <] e, UHY dY ICCRY (Key Fact Statement - KFS) |
IfcRad UaUl & SR I ST | )

The Company may verify the details mentioned by the customer in the loan by contacting
him/her at his/her residence and/or on business telephone numbers and/or physically visiting
his/her residence and/or business addresses through agencies appointed for this purpose, if
deemed necessary. @fg SIS FHET I, dl SO AMEH GRT BT 3ae | of T
SFGR! BT AT 3P A 3{Yal AEAHASG GRHTY (Telephone) TR HUH TP
qYT/37YIT 3 I5.]9 & [o1Q Q@m%mmﬁmﬁamawwﬁmuﬁw

¥ Y SR B gl 8 )

1. The customer will be informed to co-operate if the Company needs to investigate a
transaction on the customer’s account and with the police/other investigative agencies.
If the customer acts fraudulently, he/she will be responsible for all losses on his/her
account and that if the customer acts without reasonable care and this causes losses, the
customer may be responsible for the same. (CI'[% ST B Uled & @rd H forat @IT'[

S P11 B B SALAHT Bl &, I TGP b U=t aUT Gferdy/ 3 S Yol
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& 1Y TN B & fore qfad o smewm | afe argd dRaTeSigul (Fraudulent)
TR HIAT 8, d ST WId A g a1l A 813 & forw ag) ITerh ghmi afe
e IId FraeTt (Reasonable Care) el Sddl % 3R I9& URUMHGEY ﬁ’s‘

g1 Bt &, ot Tt 811 & forw +ff Ume s SxRerdt 81 gt g 1)

. The Company will be reviewed annually for Compliances to the Fair Practices Code
and the functioning of the grievance’s redressal mechanism at the various level of
management. A consolidated report of such reviews may be submitted to the Board.

(?Fq:ﬂ eR1 3fd agR Gfgar (Fair Practices Code) & S{JUIT dYT fafrd gde
TR R Rieprad Haru (Grievance Redressal Mechanism) & HI-IT DI dI
THIT DT AT Q?ﬁ gHitemaf ot Uh gAfed (Consolidated) fyard fewe dea
(Board of Directors) & o Ugd CARSIREIN )

. To facilitate quick and good understanding of the major terms and conditions of loan
agreed upon between the Company and the individual borrower, The Company shall
obtain a KFS/Sanction Letter/ Amortization schedule of such loan in all cases.
Duplicate copy duly executed between the NBFC and the borrower should be handed

over to the borrower under acknowledgement (Eb—q:ﬂ 3R AfFITd IURSBdl & s
qeHd B &I W dli Td FaH o1 afd a1 Ty g0 H13d H- & forg, HuT
Td% AHd § U B0 & dey 4 Uqy d faaRUT (Key Fact Statement - KFS) /
Wﬁf YA (Sanction Letter) / ufe=ny= GW (Amortization Schedule) Uald
DA | THATHHT (NBFC) 3R IYR! & s faftiad fsafed (Executed) GEITAw
D TH Ui SURBAT DI B! U B! Uraail (Acknowledgement) & Ty UgH Pi

STEET )

. Display of various key aspect such as service charges, interest rates, Penal interest (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 NBFCs. NBFCs shall follow the instructions on “Notice Board”,

“Booklets/ Brochures”, “Website” (Q:l_Gﬂ'Q'W (NBFC) & gRETa H aRefRfd &
deldl & fom ar W (Service Charges), &Il [T} (Interest Rates), GSIHD W
(Penal Interest), fS P13 B, ITAS JATY (Services Offered), IATG el FHHR
(Product Information), faftd -39 & fore Fuifa gog-dn (Time Norms) Tl
fRIpTId RN &3 (Grievance Redressal Mechanism) 3G o qy9 tl%ﬁ?rﬁ al
UG Sa%ad SNl SUF U TAAUHE "EAI-UE (Notice Board)",
"g%lmeﬁ/a"fm (Booklets/Brochures)'" ddT "aawg?: (Website)" eeft [SILK
3= &1 ureH Bt )




