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FAIR PRACTICE CODE

I. INTRODUCTION

This has reference to RBI circular No- RBI/2015-16/16 DNBR (PD) C.C. No. 054/03.10.119/2015-16,
and RBI/DOR/2021-22/89 wherein the Reserve Bank of India (RBI) has revised the guidelines on
Fair Practice Code for NBECs & NBFC-MFIs to implement the same. Reserve Bank of India (RBI)
updated the Fair Practices Code for NBFC-MFis vide RBI master direction no.
DNBR.PD.008/03.10.119/2016-17 dated September 01, 2016. It has been further updated vide
Master Direction - Reserve Bank of India (Regulatory Framework for Microfinance Loans)
Directions, 2022, dated March 14 2022 and by RBI Master Direction — Reserve Bank of India (Non-
Banking Financial Company — Scale Based Regulation) Directions, 2023 dated October 19, 2023.

The FPC, as mentioned below, is in conformity with these guidelines on Fair Practice code for
NBFCs as contained in the aforesaid RBI circular. This sets minimum Fair Practice Standards for the
Company to follow when dealing with the customers. It provides information to customers and
explains how the company is expected to deal with them on a day to day basis.

The FPC will be applicable to all the offices of the Company including the Registered Office and
Branches, if any, located across India. The FPC shall be binding on all the employees and officers
of the Company. It aims to provide valuable inputs to its customers and facilitates effective
interaction of customers with the Company.

Il. IMPORTANT DECLARATIONS & UNDERTAKINGS:

The Company declares and undertakes:

. To provide in a professional manner, efficient, courteous, diligent, and speedy services to the
customers.
ii. Timings of business hours will be displayed in the branches and all offices of the Company
and on the website.
The Company shall display contact and address of Grievance Redressal Officer dealing with
customer grievances/complaints.
iv. The Company will not discriminate among customers or prospective customers based on
religion, caste, descent, disability or any other social discriminatory form
v. To provide customers with accurate and timely disclosure of terms, costs, rights, and
liabilities
To attempt in good faith to resolve any disputes or differences with customers by setting up
complaint redressal cell/desk within the organization.
vii. To comply with all the regulatory requirements in good faith.
viii. The Company will comply with all the guidelines issued by RBI from time to time to ensure
customers interests are served and their grievances are addressed.

iii.

Vi,

lll.  LOAN APPLICATIONS AND PROCESSING:
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Vi,

vii.

viii.

The Company shall communicate with all its members/ borrowers in the respective local /
official languages of the states concerned or in a language as understood by the borrower,
(MFI Loans)

. The Company shall collect all necessary documents from borrowers to comply with KYC

norms of Reserve Bank of India (RBI).

lii. The minimum, maximum and average interest rates charged on loans shall be prominently

displayed on Company’s website, all its branch premises and in other literature issued by the
Company.

- The loan application shall contain list of documents required for availing the loan.

The loan card issued to the borrower shall contain all relevant details specified by RBI, from
time to time,

The Company shall provide a fact sheet containing all necessary details of the loan product
along with pricing related information and the fee charged to the borrower,

The Company shall record and acknowledge all loan applications received and maintained at
the branches on the day of such applications. (MFI Loans)

The Company shall provide an acknowledgement to customers for loan application received.
(MSME Loans)

The completed loan application form shall indicate the loan amount to be disbursed,
information which affects the interest of the borrower, the annualised rate of interest
applicable, processing fee (if any), schedule of payments due, loan tenure etc. Company shall
provide the acknowledgement receipt of the loan application form with the time frame
within which loan applications will be disposed of,

The details of dedicated mechanism for redressal of recovery related grievances of
customers shall be provided to the borrower at the time of loan disbursal.

LOAN APPRAISAL AND TERMS/ CONDITIONS

The Loan amount sanctioned along with the detailed terms and conditions shall be
communicated to borrower by means of a sanction letter / loan card with specific details
including annualised rate of interest and method of application thereof in the language
understood by the borrower and keep the acceptance of these terms and conditions by the
borrower on record at the branches. (MFI Loans)

The Company shall furnish a copy of the loan agreement along with a copy each of all
enclosures quoted in the loan agreement to all the borrowers after the disbursement of
loans,

The Loan card shall contain the following information in the language understood by the
borrower for MF| Loans

a. Borrower’s identity and the relevant information.

b. Simplified fact sheet on pricing as recommended by RBI.

c. Details of non-credit products wherever applicable and obtain consent of the
borrowers,

d. Salient terms and conditions of the loan.

e. Acknowledgements by the Company for the repayments by borrowers including
instalments received and final discharge.

f. Grievance Redressal System including the Toll-free number, e-mail id and name of

the Grievance Redressal officer apart from Branch address.
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Vi,
vil.

viii.

Xi.

Xii.

The Company shall not levy any pre-payment charges for Group lending borrowers and shall
not stipulate any Security Deposit/ Margin. (MFI Loans)

The Penalties charged for repayment, if applicable on MSME shall be mentioned in the loan
agreement in Bold. It shall be reasonable and commensurate with the non-compliance of
material terms and conditions of loan contract without being discriminatory within a
particular loan/product category.

Acceptance of the Loan Application Form by the customer shall be kept on record.

The quantum and reason for penal charges shall be clearly disclosed by the Company to the
customers in the loan agreement and most important terms & conditions/Key Fact
Statement (KFS) as, in addition to being displayed on websites of NBFCs under Interest rates
and Service Charges.

There shall be no capitalization of Penal Charges, i.e. no further interest computed on such
charges. However, this will not affect the normal procedures for compounding of interest in
the loan account

Company shall not introduce any additional component to the rate of interest and ensure
compliance to these guidelines in both letter and spirit.

The penal charges in case of loans sanctioned to ‘individual borrowers, for purposes other
than business’, shall not be higher than the penal charges to nonindividual borrowers for
similar non-compliance of material terms and conditions

Whenever reminders for non-compliance of material terms and conditions of loan are sent
to borrowers, the penal charges shall be communicated. Further, any instance of levy of
penal charges and the reason therefor shall also be communicated

The Company shall not discriminate in extending products and facilities including loan
facilities to physically/visually challenged applicants on grounds of disability. All branches of
Company shall render all possible assistance to such persens for availing of the various
business facilities. The Company shall include a suitable module containing the rights of
persons with disabilities guaranteed to them by the law and international conventions, in all
the training programmes conducted for their employees at all levels. Further, The Company
shall ensure redressal of grievances of persons with disabilities under the Grievance
Redressal Mechanism.,

DISBURSEMENT OF LOANS AND CHANGES IN TERMS AND CONDITIONS

The Company shall value openness and transparency in the system. The Company shall keep
the customers informed in the vernacular language or a language as understood by the
borrower, in the event of any modification in terms and conditions, repayment schedule,
interest rates, security, and other changes material to customer’s relation with the
Company. Any changes in interest rates and charges shall be affected only prospectively

Any decision pertaining to Recall of Loan or Acceleration of repayment or seeking of any
additional securities shall be taken strictly in accordance with the relevant provisions in the
respective agreement with the customer and amendments made thereto.

The Company shall release all securities on repayment of all dues or on realisation of the
outstanding amount of loan subject to any legitimate right or lien for any other claims, the
Company may have against the borrowers. 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.
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Vi.

Vii,

Company shall release all the original movable / immovable property documents and
remove charges registered with any registry within a period of 30 days after full
repayment/settlement of the loan account.

The borrower shall be given the option of collecting the original movable/ immovable
property documents either from the banking outlet/branch where the loan account was
serviced or any other office of the Company where the documents are available, as per
her/his preference.

The timeline and place of return of original movable/immovable property documents shall
be mentioned in the loan sanction letters issued on or after the effective date.

To address the contingent event of demise of the sole borrower or joint borrowers,
Company shall have a well laid out procedure for return of original movable/immovable
property documents to the legal heirs. Such procedure shall be displayed on the website of
Company along with other similar policies and procedures for customer information.

Currently the Company offers only fixed rate of interest. Whenever the Company will introduce
Floating rate of interest, it will formulate policy in line with RBI's direction.

VI,

6.1

6.2

CODE OF CONDUCT

INTEGRITY AND ETHICAL BEHAVIOUR
The Company will design appropriate policies and operating guidelines to treat clients and
employees with dignity.

The Company will Incorporate transparent and professional governance system to ensure
that staffand persons acting on their behalf are oriented and trained to put this Code into
practice.

CLIENT PROTECTION
Avoiding Over-indebtedness

The company will conduct proper due diligence as per its internal credit policy to assess
the need andrepayment ca pacity of client before making a loan and will only make loans
commensurate with theclient’s ability to repay.

I. Company will not under any circumstance breach the total debt limit for any client, as

prescribedby RBI or Central/State Government(s),

. Appropriate interaction and collection practices

The Company will have clear guidelines for employees’ interaction with clients. The
Company will impart training to its staff members to use courteous language, maintain
decorum, and are respectful of cultural sensitivities during allinteraction with clients.

- Not indulge in any behaviour that in any manner would suggest any kind of threat or

violence.

iii. Not contact clients at odd hours, as per the RB| guidelines for loan recovery agents.

Not visit clients at inappropriate occasions such as bereavement, sickness, etc. To collect
dues.
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V. The Company will provide a valid receipt for each and every payment received from the
borrower,
vi.  The Company will not collect shortfalls in collections from employees. An exception can
howeverbe made in proven cases of fraud by employees.
vii.  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).

€. Privacy of client information

The Company will keep personal client information strictly confidential. Client information
may be disclosedto a third-party subject to the following conditions:

Client has been informed about such disclosure and permission has been obtained in
writingespecially for sharing data with Credit Bureaus and during hypothecation/portfolio
sell down/securitization of loans or for any statutory requirement,

6.3 GOVERNANCE

The Company will incorporate a formal governance system that is transparent and
professional, and adopt the following best practices of corporate governance:

i. The Company will observe high standards of governance by inducting people with
a good andsound reputation as members of Board of Directors.

ii. The Company will endeavor to induct independent people to constitute at least
1/3rd of the Governing Board, and the Board will be actively involved in all policy
formulations and other important decisions.

ii. The Company will appoint an audit committee of the Board with an

independent director aschairperson,

iv. The Company will ensure transparency in the maintenance of books of accounts
and reporting/presentation and disclosure of financial statements by qualified
auditors/s.

V. The Company will place before the Board of Directors a compliance report
indicating the extent of compliance with this Code of Conduct, specifically
indicating any deviations and reasons therefore, at the end of every financial year.

6.4 CONDUCT, RECRUITMENT, TRAINING & SUPERVISION RECRUITMENT

6.4.1 Code of Conduct for employees:
Employees have a range of duties to the company. Some of the more important general duties
are:
* to conduct honestly and with integrity in all dealings employees have in the course of
theirwork for the company both within and outside of the company;

* to perform role to the best of their ability;
Registered & Corporate Office: Office No.601-607,6" Floor, Tower A, Noida One, Plot No.
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* toexercise powers and discharge duties with care and diligence, honestly, in good faith,
in thebest interests of the company and for a proper purpose;

® notto use one’s position to gain, or seek to gain, an advantage for yourself or someone
else, orto cause, or seek to cause, detriment to the company or another person;

* not to use any information obtained by employees in the course of their work with the
company to gain, or seek to gain, an advantage for self or someone else, or to cause, or
seek to cause, detriment to the company or another person; and

* to comply with laws that apply to employees and the company as well as the policies
and lawfuldirections of the company

6.4.2  Avoiding conflicts of interest

6.4.3

It is possible that a conflict can arise between personal interests of employees and their
duties to the company. This can include situations where employees:

° may have an interest in a transaction with the company;

° have a personal or financial relationship with someone who is dealing with the
company;or

° have a personal relationship with someane employees supervise, including

where thereare others in the reporting line between him and the person he is
in a relationship with,

Employees are required to recognise and properly manage situations which could, or could
be seen to, involve a conflict between their interests and their duties to the company. If
there is a reasonable basis to believe that such a conflict of interest and duty exists or is
perceived to exist, employees must discuss the details of the interest with their Head of
Department. In the case ofissues relating to personal relationships, employees must discuss
the details of the interest withthe Head of Human Resources,

Appropriate use of position

Employees must always use their position honestly, in good faith and in the interests of the
company. Employees must conduct themselves in a manner that does not bring them or the
Companyinto disrepute.

employees must always exercise their powers and discharge their duties with care and
diligence. This means that when employees make a judgement: the judgement is made in
good faith and for a proper purpose;

® employees are reasonably informed about the subject matter of the judgement; and

® employees believe on a rational basis that the judgement is in the best interests of
thecompany and, where applicable, the public interest.

®  Employees must not:

> show any favour towards friends, associates or relatives in their dealings with
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8, Block B, Sector-62, Noida, Dist: Gautam Budh Nagar, U.P.-201307




SINDHUJA MICROCREDIT PRIVATE LIMITED

CIN NO: U65990UP2017PTC099006, Ph.01206870873, www.sindhujamicrocredit.com

6.4.4

6.4.5

6.4.6

6.4.7

oron behalfof the company or misuse their position in any other way; or
»  receive payment or other benefits for activities outside of the company, which
are offeredto them as a result of their position in the company.

No bribery or corruption

Employees must not engage in any form of bribery or corruption. employees must also
take reason-able steps to ensure that any person who reports to them does not engage
in any form of briberyor corruption in connection with their employment in the company.
This extends both to bribery and corruption of others, and bribery or corruption of
employees or any other person this Code applies to.

Bribery is not limited to cash or other payments in return for favours or favourable
decisions. It includes offering, giving, promising, asking for or receiving (whether directly
or indirectly) anything of value for the purpose of inducing or rewarding a discretionary
action or the exercise of influence, regardless of whether the person concerned is from
the public or private sector or what cou ntry

they are in or from. ‘Value’ can include cash, gifts, hospitality, personal, family, social or
educational favours or other financial or non-financial benefits or advantages. Exchanges
of gifts or hospitality (including travel and accommodation) may compromise — or appear
to compromise and couldamount to bribery or corruption.

Some examples of conduct that would amount to bribery or corrupt behaviour include:

®  accepting money or another benefit in return for information which employees
have as aresult of their work for the company;

®  receiving a benefit to give preferential treatment in the selection of a suitable
candidate oruse of a recruitment agency that supplies candidates to the company;
or

®  paying or offering an amount of money or other benefit to a government official
with anintention to influence them in a decision.

Involvement in other employment or business

Employees must not engage in other employment or business activities (including paid or
unpaid activities) which are offered to them as a result of their position in the company, or
which may create a conflict of interest with, or otherwise impact on, their obligations to
the company.

Fair dealings with third parties

employees must act honestly and fairly in all their dealings for and on behalf of the
company.Any actual or perceived conflicts of interest should be disclosed to their Head of
Department.

Gifts, hospitality and other benefits

In the course of their work in the company, employees must exercise care
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when giving or receiving gifts, hospitality and other benefits, employees
must not:

e give (whether from their own or from company funds) or receive a gift,
hospitality or other benefit that may (or may appear to) compromise their
judgement in their official capacity at the company, damage relationships with

other persons or organizations or indicate favouritism towards a person or group
of people.

¢ accept any personal monetary payment, including in cash, from a third party
theydeal with in the course of their work with the company; or

* accept any fare or accommodation paid for by a third party, unless they have
prior approval of the Head of the Department

6.4.8 Sindhuja shall: -

1. As a matter of free and fair recruitment practice, permit a policy of no restriction on
hiring of staffby us from other MFis or vice versa by legitimate means in the public
domain like general recruitment advertisements in local newspapers, web
advertisements, walk-in interviews, etc. Or the use of recruitment agencies.

Ii. Whenever a company recruits from another MFI, it will be mandatory to seek a
reference check from the previous employer. The reference check will be sought
from the current employer only afteran offer is made and an offer letter is issued to
the prospective employee.

iii. The company shall always respond to the reference check. It will always honour
notice period from an outgoing employee. It shall not recruit and employee of
another MFI, irrespective of the grade/level of the employee, without the relieving
letter from the previous MFI employer. An exception may however be made by use,
in Instance where the previous employer (MFI) fails to respond to the reference
check request within 30 days.

iv. The company shall provide such relieving letter to the outgoing employee in case
he/she has given proper notice, handed over the charge and settled all the dues
towards the MFI, except in proven cases of fraud or gross misconduct by the
employee.

v.Whenever it recruits a staff who was working in another MFI, at level up to the
Branch Managerposition, the said employee shall not be assigned to the same area
he/she was serving at the previous employer, for a period of 1 year.

vi. The company shall be responsible for the inappropriate behaviour of its
employees or employees of outsourced agents.

6.4.9 Training & Supervision:

Sindhuja shall train the staff in appropriate client behaviour. Some of the areas of training
are enumerated below:

i. Interact with the clients in an acceptable language and dignified manner and spare no
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efforts infostering client’s confidence and long-term relationship.
ii. Maintain decency and decorum during the visit to the client’s place for collection of
dues. :

iii. Avoid inappropriate occasions such as bereavement in the family or such other
calamitousoccasions for making calls/visits to collect dues.

iv. Avoid any demeanor that would suggest any kind of threat or violence.

v. Ensure recoveries are done normally only at a central designated place called a “Centre”
as agreed by the borrowers during the loan origination and indicated in their Group
Proposal.

vi. Ensure the field staff makes recoveries at the place of residence or work of the borrower
only if borrower fails to appear at central designated place on 2 or more successive
occasions.

vii. Avoid visiting clients at odd hours of day & night; specifically, do not visit clients before
9:00 am orafter 6:00 pm after keeping in view the rural & urban perspective / local
culture.

viii. Avoid publishing the name of borrowers.

ix. Ensure that the staff does not mislead the borrower about the extent of the debt or the
consequences of non-repayment.

X.  Ensure that the staff do not harass relatives, friends, or co-workers of the borrower.

Xi. Not recover collections from employees unless there is an instance of fraud or
misappropriation.

Xii. The Minimum qualification necessary for the field staff shall be completion of 12
StandardEducation and shall involve functional training (both classroom & on-the job
under a supervisor / senior field staff) involving its Standard Operating Procedures
(SOP), Product & Credit Policy, the Fair Practices & Code of Conduct apart from other
Procedural manuals.

xiii. Ensure penalties may also be imposed on cases of non-compliance of field staff with
the Code ofConduct.

Xiv. The training with respect to appropriate client behaviour shall be made part of
inductiontraining and also refresher training,

xv. The company shall have full due diligence process in place for engagement of recovery
agents which shall cover individuals involved in the recovery process. The company
shall ensure that the recovery agents engaged by it conduct verification of the
antecedents of its employees, which shall include police verification. The company
shall also decide the periodicity at which re-verification of antecedents shall be
resorted to,

xvi. To ensure due notice and appropriate authorization, the company shall provide the
details of recovery agents to the borrower while initiating the process of recovery.
The agent shall also carry acopy of the notice and the authorization letter from the
company along with the identity card issued to him by the company or the agency.
Further, where the recovery agency is changed by thecompany during the recovery
process, in addition to the company notifying the borrower of the change, the new
agent shall carry the notice and the authorization letter along with his identity card.
The notice and the authorization letter shall, among other details, also include the
contact details of the recovery agency and the Company. The up-to-date details of
the recovery agencies engaged by the company shall also be hosted on the RE’s
website.
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6.5 CLIENT EDUCATION

The Company will have a dedicated process to raise clients’ awareness of the options, choices
andresponsibilities vis-a vis financial product and services available.

New clients will be informed about the organization’s policies and procedures to help
themunderstand their rights as borrowers.

6.6 DATA SHARING

The Company agrees to share complete client data with all RBI approved Credit Bureaus, as
per thefrequency of data submission prescribed by the Credit Bureaus,

6.7 FEEDBACK/ GRIEVANCE REDRESSAL MECHANISM

All grievances received through any direct/indirect channels need to be recorded and tracked till
successful resolution. The records of all grievances should be maintained for future reference.

Below are the key steps to be followed:

i. The toll-free number is accessible during the working hours for grievance redressal and
any queries, requests or complaints raised by customers will be documented to provide
appropriate resolution.

ii. When a customer calls the toll-free number, GRC will collect the caller’s details and the
concerned member details when the caller is not our member. A ticket is registered to capture
the grievance in the Grievance Management system on immediate basis. Acknowledgement
will be shared to the complainant acknowledging with the ticket number for further reference,

iii. For complaints received through other channels such as email ID, written letter to Head Office
etc, Grievance team will contact the complainant to get the necessary details.

iv. For complaints received through the complaint register available at branches, respective
branch needs to send details of the complaint including the complainant’s contact details to
the Grievance team in Head Office within 3 working days of receipt of the complaint.
Grievance team will ensure that a ticket is raised and will seek necessary details from
concerned branch or the complainant for details of the issue.

V. Post the registration of ticket, additional information about the member/s are obtained by the
Grievance team from the system, branch as well as the concerned department. The case is
then diagnosed to determine the root cause of the grievance and further
classification/determination of TAT. The turnaround time (TAT) for resolution of customer
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Issues will depend on the nature of the issue raised.

vi. While registering the ticket, Grievance team will check if any tickets by the same customer
with same subject matter exists in the Grievance Redressal System and is marked closed in the
last 15 days. if found, Grievance Team will create a reference to the same by mentioning the
previous ticket ID, subject, resolution remarks in the new ticket being created and then
continue with the resolution process.

vil. When an issue is received by concerned department from Grievance Team, they need to
respond within 3 working days with the resolution TAT based on the nature of the grievance. If
there is no response within 3 working days, Grievance team will follow the response TAT
escalation matrix (Annexure 10.2 Table A) to escalate the matter to the next levels,

viii. The TAT provided by the concerned department will be reviewed by the Grievance Team and
then communicated to the customer/complainant.

Note: In case of insurance claim related issues where documents are pending from the
claimant/Nominee, the TAT will be considered from the date of receipt of all the relevant documents by
the Insurance Department,

ix.  Grievance Team will follow up with the concerned departments for resolution of the grievance
within the committed TAT. If any case is not resolved within the above specified TAT,
Grievance team will follow the response TAT escalation matrix (Annexure 10.2 Table B) to
escalate the matter to the next levels.

. Once the case is resolved, the concerned department will interact with the complainant and
confirm the resolution based on the consent of the customer. Further, they communicate
regarding the closure to the Grievance team. Grievance team will once again interact with the
complainant/concerned member and take confirmation regarding the resolution of the
grievance and on confirmation of resolution in favour, update the closure on the grievance.
This closure call will be recorded and preserved along with the ticket for future reference.

The Grievance Department may design a detailed process for based as per the above-mentioned macro
level process guidelines which can be approved and reviewed by the CGM.

6.8 Escalation Channels for Customers

The following escalation channels are available to the customer in case the grievance remains
unresolved or customer remains unsatisfied for 30 days after approaching Sindhuja through the
above channels:
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1 |Sa-Dhan In case customer is not provided solution within 30 days or is unsatisfied wi
| \ the resolution, then client may approach SA-Dhan and raise their complaint
‘J ’ calling at
| | SA- Dhan Toll Free No.- 1800 121 1322
|
Complaints received through this channel will be responded as per Sa- Dh
TAT.

The Ombudsman

Centralized Receipt and Processing Centre (CRPC) Reserve Bank of Indi
i Central Vista, Sector 17, Chandigarh — 160 017 Email —Crpc@rbi.org.in
|r | Web: https://cms.rbi.org.in

e’ | -

|
i
JZ I!RBI 1. RBI-Ombudsman
.
|

Any customer grievances/complaints or escalations forwarded by SA-Dhan or RBI has to be
responded to the customer and to SA-Dhan/RBI on priority basis.
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