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INTRODUCTION

Customer-centricity is fundamental to the sustainable growth of Fincfriends Private Limited
(hereinafter referred to as “the Company”). As a Non-Banking Financial Company registered with
Reserve Bank of India, the Company is committed to ensuring fair treatment of customers,
transparent processes, and prompt redressal of grievances.

Customer complaints constitute an important voice of customer. It is essential that complaints/
grievances of the customers are given due consideration and quick action is taken to resolve the
same. To provide efficient and enhanced services to the customers and resolution of their
grievances, the Company has adopted this Grievance Redressal Policy (hereinafter referred as
“Policy”) providing for an effective grievance redressal mechanism.

This Policy establishes a structured mechanism for receiving, evaluating and resolving customer
grievances across all physical and digital touchpoints, including those handled by Lending Service
Providers (LSPs) and other outsourcing service providers.

SCOPE OF THE POLICY

This Policy applies to:

a. All customers, including applicants, who have applied and/ or availed any loan, finance or
service from the Company irrespective of the source or channel used for applying or availing
such loan, finance or service.

All employees of the Company.

All service providers including lending service providers, digital lending applications,
recovery/ collection agencies, entities to whom the Company has outsourced any activity as
well as their employees and sub-contractors.

d. The concerns raised by the customer throughout the loan lifecycle i.e pre-loan stage
(application, onboarding, KYC, disclosures), disbursement stage, repayment & servicing
stage, closure and post-closure stages (NOC issuance, credit reporting)

REGULATORY CONTEXT

The Policy takes into account regulatory documents published or issued by the regulatory
authority, as amended time to time, in particular (hereinafter referred as “Applicable Laws”):
1. Reserve Bank of India (Non-Banking Financial Companies — Credit Facilities) Directions,
2025
2. Reserve Bank - Integrated Ombudsman Scheme, 2021as ammended from time to time.
3. Reserve Bank of India (Non-Banking Financial Companies- Responsible Business Conduct)
Directions, 2025
4. Reserve Bank of India (Credit Information Companies) Directions, 2025

The Policy should also be read along with following policies of the Company, as amended time to
time,-

1. Fair Practices Code (FPC)
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2. Outsourcing Risk Management Framework
3. Privacy Policy
4. KYC Norms & AML Policy
5. Collection Policy
DEFINITIONS

a. “Authorised Representative” means a person, other than an advocate, duly appointed and
authorised in writing to represent the Complainant in the proceedings before the RBI

Ombudsman.

b. “Board of Directors” or “Board”, in relation to a company, means the collective body of the
directors of the Company.

C. “Customer” means a person who uses, or is an applicant for a service or product provided
by the Company.

“Company" means Fincfriends Private Limited.

“Complaint” Acomplaintis an expression of dissatisfaction or resentment either in the form
of a representation or an allegation made in writing or through an approved electronic
channel containing a grievance alleging deficiency in the loan products or any service
provided by the Company either directly or through any of its service providers, however,
doesn’t include any complaints or disputes related to commercial decisions, third-party
disputes not involving the customer, internal employee matters.

f. “Complainant” Complainant is a person (or his/ her authorised representative) who
addresses a Complaint to the Company either in the form of a representation or allegation
made in writing or through electronic means or over phone, containing a grievance alleging
deficiency on part of the Company and seeking relief thereon.

g. “Credit Information Companies (CICs)” means the companies that have been granted a
certificate of registration under section 5 of the CICRA.

h. “Digital Lending App (DLA)” means the mobile or web-based lending application through
which loans are offered by the Company.

i “Grievance Redressal Officer (GRO)” means the officer responsible for managing the
Company’s grievance redressal mechanism.

j- “Lending Service Provider (LSP)” means the entity as defined in Applicable Laws.

k. “Principal Nodal Officer (PNO)” means the officer of the Company at a level not less than a
General Manager and responsible for representing the Company before RBI and other
regulators and furnishing information on behalf of the Company in respect of complaints filed
against the Company with RBI or such other regulators.

L. “RBI Ombudsman” means a person appointed by the Reserve Bank as such under Clause 4
of the Reserve Bank - Integrated Ombudsman Scheme, 2021 as amended time to time.

m. “TAT (Turnaround Time)” means Maximum permitted time for acknowledgement and
resolution of complaints.

ROLES AND RESPONSIBILITIES

a) Board of Directors
The Board holds the ultimate responsibility for overseeing and ensuring the effective
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b)

c)

implementation of this Grievance Redressal Policy. The key responsibilities of the Board
include:

i. Approve this Policy and any subsequent amendments therein as proposed time to
time.

ii. To appoint Principal Nodal Officer of the Company.

iii. To review of the functioning of the grievances redressal mechanism of the Company
from time to time along with the root cause analysis (RCA) of complaints to identify
recurring issues, systemic deficiencies, and emerging risk areas within the
Company’s operations, at least on half yearly basis.

Principal Nodal Officer (PNO)
The PNO shall be responsible for: -
i. representing the Company and furnishing information to the RBI Ombudsman in
respect of complaints filed against the Company.
ii. coordinating and liaising with the Centralised Receipt and Processing Centre of the
Reserve Bank of India (RBI).
iii. ensure all customer complaints escalated to RBI are handled in a fair, transparent
and timely manner.

Grievance Redressal Officer (GRO)

Grievance Redressal Officer (GRO) shall be responsible for overall functioning of the

grievance redressal mechanism of the Company. GRO, in particular, is responsible for:

i. Establishing the process for receiving, acknowledging, registering, investigating,
communicating and reporting customer complaints.

ii. Reviewing customer complaints and conduct root cause analysis.

iii. recommend corrective and preventive measures to reduce customer complaints.

iv. Report the customer complaints and root cause analysis with actions taken for
improvement to the senior management and the Board of Directors.

PRINCIPLES OF GRIEVANCE REDRESSAL MECHANISM

This Policy follows the following principles:

All customers shall be treated fairly and with dignity at all times.

The complaints raised by the customers shall be acknowledged and resolved in a timely
manner.

The customers are fully informed of avenues to escalate their complaints/grievances within
the Company, and their rights if they are not satisfied with the resolution provided by the
Company to their complaints.

Allemployees and outsourced partners shall work in good faith and without prejudice, as per
Applicable Laws.

This Policy is based on the premise that every customer has the right to register a complaint if he or

she is not satisfied with the services provided by the Company or any lending service provider
associated with the Company. Customers can give their complaints in writing through letters/e-

mail/phone/website/application/any other digital channels. The Company will review and address

the grievance in accordance with this Policy. If the customer’s complaintis not resolved within given
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time or if he/ she is not satisfied with the resolution provided by the Company or the complaint has
been rejected by the Company, he/ she may approach the office of the RBI Ombudsman, RBI or other
statutory/ regulatory avenues available for grievance redressal.

GRIEVANCE REDRESSAL MECHANISM

The Company shall use suitable technology and infrastructure to ensure timely resolution of the
grievances. The system shall have the facility of sharing the acknowledgment of the complaints with
the customer. The customer service team is responsible for resolution of complaint/grievance to the
customer’s satisfaction. Every attempt is made to offer the customer suitable and appropriate
alternate solutions wherever possible. However, if the customer continues to remain dissatisfied
with the resolution, he can escalate the issue through the grievance redressal mechanism as
mentioned in the Policy.

The Company’s Customer Service Department will acknowledge the grievance within 24 (twenty-
four) hours, promptly assign it to the concerned department based on the nature and category of the
grievance and attempt to resolve the grievance as per the time frame matrix.

The Customer Service Officer shall monitor the complaints status to ensure that the complaints are
resolved within 30 days of receipt/filing of complaint. If in any case, the Company needs additional
time, the Company will inform the customer the reasons for delay in resolution within the timelines
specified above and provide expected timelines for resolution of the complaint.
The Company shall communicate the resolution to the complainant, including:

a. Details of findings
Action taken against the issue
Corrective steps implemented
Relief provided (e.g., reversal of charges, rectification, compensation if applicable)
Escalation matrix, including contact details of the Grievance Redressal Officer and higher

®© o 0o CT

authorities

STRUCTURE OF GRIEVANCE REDRESSAL LEVELS

The Company has the following structure in order to ensure fair and quick redressal of customer
complaints within the prescribed timeframes. Submitting grievances through the below mentioned
channels will ensure that they are routed to the appropriate customer support team in the Company
and processed expeditiously.

Level-1 Registration of Complaints/Grievances
Any customer feeling aggrieved by an act or omission of a Company resulting in deficiency in service
may file a complaint through multiple channels either personally or through an authorised
representative.
> Email - Customers can write to us at emails Ids mentioned below for complaints related to
respective products: info@finfriends.in / gro@fincfriends.in
> Mobile Application: Customers can also raise complaints by logging-in to their personal
dashboard in the mobile application in help/support section.
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> Website: Grievances can be lodged from www.fincfriends.com - click on “contact” on the
home page of the website of the Company.

> Letter or post - Customers can write to us at:
7™ Floor, Vatika Triangle, Mehrauli-Gurgaon Road, Block B, Sushant Lok Phase I, Gurugram,
Haryana 122002, India.

The customers shall be advised to quote their application number or loan account number in every
correspondence with the Company regarding their complaint. Anonymous complaints will not be
addressed. In all the above-mentioned means for registering the complaints except letter or post, an
acknowledgement number will be provided to the customer through which they can track the status
of the complaint and follow-up for escalating the same, if required.

If a customer is not satisfied with the resolution provided by the Customer Service Department, or
doesn’t respond to the complaint within the prescribed timeline, he/ she may further escalate the
concern to the Nodal Grievance Redressal Officer:

Nodal Grievance Redressal Officer

Mr. Karan Chandna

Fincfriends Private Limited

7" Floor, Vatika Triangle, M. G. Road, Block B, Sushant Lok Phase |, Gurugram, Haryana 122002, India
Contact Details: +0124-6914222,

Email: gro@fincfriends.in

The Customer Service Department, or the Nodal Grievance Redressal Officer of the Company, as the
case may be, will examine the matter and redress complaints as soon as possible, however not later
than 30 days from the date of registering the complaint/grievance with the Company.

Level 2: Escalation to Ombudsman or CEPC Department, RBI
In case agrievance / complaintis not resolved within a period of 30 Days, the customer can approach
the RBI Ombudsman or CEPC as applicable for redressal of any deficiency in service by the Company
in the following circumstances:
a. The complaint was rejected wholly or Partly by the Company, and the customer is not
satisfied with the reply; or
b. The customer had not received any reply within 30 days after filing the Complaint with the
Company.

The customer shall be advised to escalate the complaint to the RBI Ombudsman/ CEPC within one
year after the complainant has received the reply from the Company to the complaint or, where no
reply is received, within one year and 30 days from the date of the complaint.
The contact details and the procedure for approaching the RBI Ombudsman are provided herewith:
a. The complaint may be lodged online through the portal designed for the purpose
(https://cms.rbi.org.in); or
b. Write an email to crpc@rbi.org.in; or
The physical address for lodging a Compliant is : The Officer Incharge, Centralised Receipt
and Processing Centre (CRPC), Reserve Bank of India, 4th Floor, Sector 17, Chandigarh -
160017 in the prescribed format.
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The Company shall appoint Principal Nodal Officer for representation before RBI and furnishing
information to RBI Ombudsman/ CEPC in respect of complaints filed against the Company.

For further details, the Scheme shall also be made available on Company website at
https://fincfriends.com/integrated-ombudsman-scheme.html

SPECIAL HANDLING FOR SENIOR CITIZENS AND DIFFERENTLY ABLED CUSTOMERS

The Company is committed to providing equitable, dignified and sensitive grievance-redressal
support to senior citizens and differently abled customers, ensuring that their complaints are
attended to with priority and without causing inconvenience. The Company shall make its best
efforts to resolve such complaints at the earliest, preferably within a shorter turnaround time than
standard cases.

The customers may use contact points like phone and e-mail without any need to visit the office of
the Company. All communications regarding complaints—including acknowledgements, updates,
and final responses—shall be conveyed in a clear, simple, and accessible manner.

TIME FRAME TO RESOLVE COMPLAINTS

The Complaints received will be analyzed from all possible angles. All efforts will be made to resolve
each complaint received generally within the stipulated time period of 30 days.

There may be some complaints which require deeper analysis from all possible angles which may
cause delayed resolution of the complaint. In such cases, Company shall try to resolve the
grievances at the earliest depending on the nature of the case. Such delay in addressing the
complaint beyond the prescribed time limit shall be conveyed to the complainant along with reasons
for the same.

The timelines to resolve the different complaints under this Policy is provided as follows:

a. Normal cases (other than the one mentioned below): minimum 15 days of receipt of
complaint. Customer complaints relating to interest, EMIs, penalty and other charges etc.
are some of the types of complaints which will be categorized under this.

b. Fraud cases, legal cases and cases which require retrieval of old records and
documents: minimum 30 days of receipt of complaint depending upon the investigation of
the case.

b. CIBIL-related cases: These complaints shall be handled in line with laid down process and
within the timelines as prescribed in Reserve Bank of India (Credit Information Companies)
Directions, 2025 issued by the Reserve Bank of Indian ,which directs Cls (Credit Institutions)
and Credit Information Companies (CICs) to resolve the complaints within a total TAT of 30
days to resolve/dispose of the Complaint. In effect, this would mean that a Cl would get 21
days and a CIC would effectively get the remainder nine days for complete resolution of the
complaint.
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MANDATORY DISPLAY OF INFORMATION

The Company shall display the following information prominently, for the benefit of its customers,

at its places where the business is transacted:

i The name and contact details (Telephone/mobile number and E-mail ID) of the Principal
Nodal Officer.

ii. Salient features of the Scheme are displayed prominently in English, Hindi and the regional
language in the office of the Company as well as on the official website of the Company.

iii. The salient features of the Scheme along with the copy of the Scheme and the contact
details of the Principal Nodal Officer shall be displayed and kept updated on the website of
the Regulated Entity

iv. Contact details of the nodal grievance redressal officers shall be prominently displayed on
the website of the Company, its LSP and on the DLA, as well as in the KFS provided to the
borrower.

V. The grievance Grievance escalation matrix shall be prominently displayed on the website

of the Company along with address of RBI Ombudsman where the complaints can be
escalated.

TRAINING OF STAFF

The Company shall have the approved policy and procedures regarding the conduct of employees
and system for their recruitment, training and monitoring. This policy shall, inter alia, lay down
minimum qualifications for the staff and shall provide necessary training tools to deal with the
customers. Training to employees shall include programs to inculcate appropriate behaviour
towards customers. Conduct of employees towards customers shall also be incorporated
appropriately in their compensation matrix.

CONFIDENTIALITY

The customer complaints are considered as confidential and shall be disclosed only on ‘need-to-
know’ basis unless for audit or other purposes required by law or regulation. Data sharing with third
parties shall comply with RBI guidelines and applicable data privacy laws. Customer data shall be
collected on a need-basis, with explicit consent, retained only for the period required by law, and
deleted in compliance with RBI and data-privacy guidelines.

COMPLAINTS AGAINST OUTSOURCING SERVICE PROVIDERS

The provisions of this Policy shall also apply to all complaints received from customers in relation to
services rendered through its outsourcing service providers/agents/vendors. Notwithstanding the
outsourcing of any activity, the Company shall remain fully accountable for the actions of its
outsourcing service providers. Customers shall not be required to engage with the service provider
for grievance resolution, and all complaints shall be addressed by the Company.

Upon receipt of a complaint involving an outsourcing service provider, the Company shall
immediately notify the concerned service provider and seek a detailed report within a defined
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timeline. The Company shall independently assess the facts without relying solely on the service
provider’s submission and ensure that customer interests are safeguarded during the investigation.

The Company shall conduct a thorough investigation, including review of call records, transaction
logs, field reports, and compliance with service level agreements and regulatory guidelines. Where
a lapse is identified, responsibility shall be fixed on the service provider and/or internal officials, as
applicable. Resolution to the customer shall be fair, transparent, and in line with regulatory
requirements and internal policies.

CORRECTIVE AND PREVENTIVE ACTIONS

In cases where deficiencies are established, the Company shall take requisite actions, including but
not limited to:

a. Issue warnings, penalties, or take contractual action against the concerned employee, or the
outsourcing service provider, as the case may be, including termination where necessary
Strengthen monitoring and oversight mechanisms
Review and update SLAs and contractual obligations
Conduct training and sensitization programs for service provider personnel

© 20T

Relief to be provided to the customer (e.g., reversal of charges, rectification, compensation)
if applicable)
f. Enhance internal controls and audit processes

In case of complaints related to reporting of credit history to CICs, the complainant shall be paid
compensation of 100 per calendar day if the complaint is not resolved within 30 calendar days of
being informed by the complainant or the Company. Compensation to be provided to the
complainant (for delayed resolution beyond 30 calendar days of filing the complaint) shall be
apportioned among the Company / CICs concerned proportionately.

RECORD KEEPING

The GRO of the Company shall maintain proper records of:
a. Complaints received
b Investigation reports
C. Correspondence with service providers
d Actions taken and closure status

These records shall be preserved in accordance with regulatory and internal record retention
requirements.

REPORTING TO THE BOARD OF DIRECTORS

The customer grievance reports indicating the root cause analysis of complaints along with actions
initiated to reduce that complaints would be reported to the Board of Directors on a quarterly basis
by the GRO and/ or PNO of the Company. The report shall contain information like, the total no. of
complaints received, disposed off and pending, with reasons thereof, actions taken forimprovement
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and adherence to the Fair Practice Code which will be placed before the Board for information /
guidance.

REVIEW OF POLICY

This approved policy will be reviewed by the Board as and when required or at least on an annual
basis for incorporating changes and regulatory updates, if any, in overall grievance redressal
mechanism, to improve customer experience and satisfaction.
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