The Reserve Bank of India (Non-Banking

Financial Company- Scale Based
Regulation) Directions, 2023, by its
Master Direction No. RBI/DoR/2023-
24/106

DoR.FIN.REC.No0.45/03.10.119/2023-24
dated 19-10-2023 as updated on 10-11-
2023 and other modifications, if any, have
prescribed the broad guidelines on fair
practices that are to be framed and
approved by the Board of Directors of all
Non- Banking Financial Companies
(NBFCs) and should be published and
disseminated on the website of the
Company for the information of the
public.

Kiara Microcredit Private Limited
(hereinafter referred to as “KMCL” or “the
Company”) is a private limited company
incorporated under the provisions of the
Companies Act, 2013 and is a Non-
Deposit Taking Non- Banking Financial
Company (NBFC-ND) holding certificate
of registration as NBFC MFI as per RBI
guidelines.

The company provides microfinance
loans to poor residents of urban, semi-
urban & rural areas.
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All communications to the borrower shall
be in the vernacular language or a
language the borrower understands.
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Member enroliment forms should include
necessary information affecting the
borrower's interest so that a meaningful
comparison with the terms and
conditions offered by other NBFCs can
be made and the borrower can make an
informed decision. The loan
application/enrollment form may indicate
the documents required to be submitted
with the application form.
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Member Enrollment in the software is to
be done correctly. (Necessary details and
clear images should be uploaded in the
prescribed format)
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For every member, any of the accepted
three identity proofs (Aadhaar card,
Ration Card, PAN Card, Voter ID Card)
should be uploaded.
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For the process of communication, two
contact numbers should be added
(member, nominee, or guarantor). OTP
Verification is mandatory.
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The head office will call upon the
members for pre-loan verification and
loan disbursement verification
procedures.
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For Collection, SMS will be sent to
members during call-up and arrear
follow-ups. So, the mobile number
should be stored clearly and correctly.
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Members must be married, and the age
limit, 18 to 58, should be tightened.
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Member / Family member should have
own house (proof of own house should
be attached, recently paid Property Tax
Receipt / Electricity Bill Receipt / Water
Tax Receipt should be uploaded).
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In case there is no proof of own
household or proof of relationship, it
shall be treated as a rented house.
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The details of the nominee and guarantor
(own household person and earning
person) should be included at the time of
enrolment.
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Details of the family members, their
relationship, income and expenditure
details should be duly filled.
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The Bank account number currently in
use by the member and IFSC should be
verified through the passbook, and a
document containing a photo of the
passbook and a recent one-year bank
statement clear photo must be uploaded
to the software.
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KMCL shall convey to the borrower in
English or in vernacular language/the
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language as understood and confirmed
by the borrower. In case of sanction of
loan, the sanction letter/loan card shall
contain the amount of loan sanctioned
along with the terms and conditions,
including annualised rate of interest and
method of application thereof.
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KMCL shall disclose pricing-related
information in a standardised simplified
factsheet, including any fees to be
charged to a prospective borrower. The
borrower shall not be charged any
amount which is not explicitly mentioned
in the factsheet.
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KMCL shall preserve the acceptance of
the terms and conditions communicated
by the borrower on its record, and a copy
of the same shall be provided to the
borrower upon request
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KMCL shall mention the penal charges (if
any) charged for late repayment in bold
on the loan card; there shall be no pre-
payment penalty on microfinance loans.
Penalty, if any, for delayed payment shall
be applied to the overdue amount and not
to the entire loan amount. There shall be
no capitalisation of the penal charges,
which will not impact the normal
procedures for compounding interest in
the loan account.
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KMCL shall not introduce any additional
component to the rate of interest and
ensure compliance following the RBI’s
guidelines as amended from time to time.
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KMCL will invariably furnish a copy of the
standard loan agreement and a copy of
each enclosure quoted in the loan
agreement to all clients at the time of
sanction/disbursement of the loan in
English or vernacular language / the
language understood by the borrower.
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KMCL shall give notice to the borrower in
English or in vernacular

language / the language a understood by
the borrower of any change in the terms
and conditions, including disbursement
schedule, interest rates, service charge,
etc., as applicable for NBFC MFI
Changes in
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interest rates and charges shall be
effected prospectively, and a suitable
condition in this regard shall

incorporated in the loan agreement.

be
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The decision to recall/accelerate payment
or performance under the agreement
shall be in consonance with the loan
| agreement.
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KMCL will refrain from interference in the
affairs of the borrower except for the
purposes provided in the terms and
conditions of the loan agreement unless
new information not earlier disclosed by
the borrower has come to its notice.
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In case of receipt of a request from the
borrower for transfer of borrower
account, the consent or otherwise, i.e.,
the objection of KMCL, if any, should be
conveyed within 21 days from the date of
receipt of the request. Such transfer shall
be as per contractual terms entered into
with the borrower and in consonance
with statutes, rules, regulations, and
guidelines as may be applicable from
time to time.
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In the matter of recovery of loans, KMCL
shall resort only to remedies which are
legally and legitimately available to it and
will not resort to undue harassment, viz.
persistently bothering the borrowers at
odd hours, use of muscle power for
recovery of loans, etc.
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KMCL shall ensure that
adequately trained to deal
customers appropriately.

its staff is
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KMCL shall not charge foreclosure
charges/ pre-payment penalties
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KMCL shall display the FPC in vernacular
language in its office and branch
premises and on its website.
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A statement shall be made in vernacular
language and displayed by the company
on its premises and loan cards
articulating its commitment to
transparency and fair lending practices.
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Field staff shall be trained to make
necessary enquiries regarding the
existing debt of the borrowers and the
borrowers' income.
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Field staff shall be trained to make the
borrowers fully aware of the procedures
and systems related to loans / other
products.
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Field staff shall be trained and diligent
enough to record the minutes in the
resolution book maintained by the
centre/group.
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The minimum, maximum and average
interest rates charged on microfinance
loans shall be displayed in all offices, in
the literature (information booklets/
pamphlets) issued by the company and in
detail on its website. This information
shall also be included in the supervisory
returns and subjected to supervisory
scrutiny.
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A declaration that KMCL will
accountable for inappropriate staff
behaviour or employees of the
outsourced agency and timely grievance
redressal shall be made in the loan
agreement and also in the FPC displayed
in its office/branch premises and website.

be
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Outsourcing any activity by the KMCL
does not diminish its obligations, and the
onus of compliance with these directions
shall rest solely with the KMCL.
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The KYC Guidelines of RBI shall be
complied with. Due diligence shall be
carried out to ensure the borrowers’
repayment capacity.
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As specified in the master circular of
NBFC-MFIs and amendments thereafter,
all sanctions and disbursement of loans
should be done only at a central location,
and more than one individual should be
involved in this function. In addition, the
disbursement function should be closely
supervised.
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Adequate steps may be taken to ensure
that the procedure for applying a loan is
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not cumbersome and that Iloan
disbursements are done as per a pre-
determined time structure.
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The grievance redressal mechanism is
being set up to resolve the disputes
arising out of the decisions of the
functionaries in relation to the products
and services. If a Company’s staff are
involved in inappropriate behaviour,
disciplinary actions against such staff
shall be taken immediately. The clients
will be made aware of the grievance
settlement procedure at the time of
disbursement of loans and during the
| group meetings.
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The monitoring and audit team will verify
the awareness of the clients in this

regard.
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All branches shall have a suggestion and
complaint register on their premises
where the clients can make their
grievances. All the clients shall have
access to the higher level of staff (i.e.

Branch Manager, Area Manager,
Divisional Manager/Regional Manager) to
highlight and discuss their

issues/grievances, if any.
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The senior staff at the field level has been
empowered to take specific
actions/decisions to address the
needs/issues of the clients immediately.
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Our clients can also call our service
helpline number 04223561947
7305022272 or can write to us at the
address:

To,

M/s Kiara Microcredit Private Limited,
22/2, 2nd Street, Nehru Nagar, Behind
CMS School, Ganapathy, Coimbatore,
Tamil Nadu, India, 641006
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All grievances shall be addressed on a
case-to-case basis within 48 hours to a
week.
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If the complaint is not resolved within the
given time or the client is not satisfied
with the solution provided, the client can
approach the Complaints Redressal
Officer/Nodal Officer.
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The name and contact details of the
Officer are as follows:

Mr A Gopinath

Phone No - +91 7305013189

[Calls will be taken between 10.00 a.m. to
7.00 p.m. on all working days]

Email Id: gopi@kiaramfi.com
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If the complaint/dispute is not addressed
within a period of one month, the client
may appeal to the Officer-in-charge of the
Regional Office of DNBS of RBI:

To,

The officer In-charge

Consumer Education and Protection Cell
Reserve Bank of India,

Fort Glacis, No.16, Rajaji Salai, Chennai -
600 001

Ph No: 044-25361910

Email: crpc@rbi.org.in
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Ph No: 044-25361910

QEEIM: crpc@rbi.org.in

Mandatory display of the following
information prominently for the benefit of
the clients’: - The names and contact
details of the Regional Manager,
Divisional Manager, Compliance Officer
and Managing Director along with the
Customer Service Helpline no. 0422
3561947 at all the branches and business
premises;
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The address and contact details of the
Regional Office of RBI, under whose
jurisdiction the Company falls, along with
the details of local RBI offices at all the
branches; The Customer Service Helpline
No:0422 3561947 shall be mentioned at
all clients’ loan cards, group resolution
book, passbook, etc.
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A copy of this code will be displayed and
updated regularly at all the branches and
business premises and on the KMCL
website for the general public's
information.
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KMCL will have an approved standard
format for loan documents. The loan
documents shall preferably be in
vernacular language.
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In the loan document following shall be

disclosed:

e All the terms and conditions of the
loan.

o The pricing of the loan involves only
three components viz; the interest
charge, the processing charge and the
insurance premium (which includes
the administrative charges in respect
thereof).

o There will be no penalty charged for
delayed payment.

o No Security Deposit / Margin is being
collected from the borrower.

e The borrower cannot be a member of
more than one SHG / JLG.

e The moratorium period between the
grant of the loan and the due date of
the repayment of the first instalment
(as guided by the NBFC-MFIs (Reserve
Bank) Directions, and amendments
thereafter)

e An assurance that the privacy of
borrower data will be respected.
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The loan card should reflect the following
details as specified in The Reserve Bank
of India (Non-Banking Financial
Company - Scale Based Regulation)
Directions, 2023

e The information which adequately
identifies the borrower.

e Simplified factsheet on pricing.

e All other terms and conditions are
attached to the loan.

o Acknowledgements by the KMCL of all
repayments, including instalments
received and the final discharge; and

o Details of the grievance redressal

system, including the name and contact

number of the nodal officer
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All entries in the loan card should be in a
language understood by the borrower.
Non-credit products issued shall be with
the full consent of the borrowers, and the
fee structure shall be communicated in
the loan card itself.
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& structure oIl 6@ loan & QIFER
REIAS |




Centre Meetings should be appropriately
conducted during the Demand date and
time.

Gellg GI0E 98° D19 FRIER 698 ARGYES
QILD QA SAUTSI TG |

In case of a delay in the meeting’s
scheduled time, the same should be
communicated to the Members through
the CL.

S meeting 099 SRIAG LAY TR, 6L6M,
el WU CL ARIFEN AAIST
REIASI A5G |

All the collections and other related
information, including the member
attendance, should be recorded in the
Minutes note.

aag gd°ge 99° 2YIgy 2IgaAtre 999,
AeQie QUFE 986, AGY 67IT6R 69a¢
LAULL AGE |

Meeting Attendance and collections
should be posted in the software at the
centre immediately once the collection is
done.

aege 4998l 96 €8  6996R
ALEEAINER AT° QAgIF I9° A°GT 6dIF
RIS QFE |

Receipt of message for the collection
entries should be verified, and Physical
receipt should also be pasted or stapled
in the centre meeting note.

g°ge 9&gee IR SI6 de Q1% SQUTSI
QTG 98° SRS AT F1kl 6RUS @Y 688
€ meeting 0% 621969 LD QUG ATE |

Over dues and collection delays should
be communicated to the Branch
managers and Area Managers.

2RI 698 98° A°GT TR SISl ARSIRE
99° 688 9ASIRAAING REINSI QTG |

After verifying the centre personally, BM
and AM should report to HO with a reason
and make sure the collections are made
without any issues.

QURGIG QR 698 1T Q<! 969, BM
9S° AM 9IS G194 98¢ HO § Q6als @ae!
@%e 9e° F9e °9g 69 I°GLYee @
issues 619 7194l 891 996 6RIRE |

As specified in the NBFC-MFIs Reserve
Bank Directions and the amendments
made thereafter, recovery should
normally be made either at the branch
office or at a central designated place
mutually agreed upon by the borrowers
and KMCL. Field staff shall be allowed to
make recovery at the place of
residence/work only if the borrower fails
to appear at a central designated place
mutually agreed by the borrowers and
KMCL on two or more successive
occasions.

NBFC-MFls Q6@ SUIF S6a6FI¢l I9° Gl
’ d6R SAUAINYS| °6SIUE 2AGAIL, SIS
QHURAER Q€Y orr FLISI 98° KMCL §
ually cIQl dOYQ QLAS 6LINYSI 9IS
69919 F4Y 21969 eaaIa 1Y eauds!
QA5G | PR RASINNG 19918 / Q1Y QIF6R
geeIa KAQIg AAT S2AAS AT orr &
6628l IR 99 69919 FEY QIFER
QIR 686 TPR AT 99° or 6
68R2YS! SUD 99° KMCL € two I §R
Qe 2AYS GAIGIS RLEN AR ILAS
62691

KMCL or its agent shall not engage in any
harsh methods towards recovery.

KMCL @€ 9219 9684 gFaIQ G069 §
har €19 96019 ARTER TCAIRES 6269 QIT

Without limiting the general application

of the foregoing, the following practices

shall be deemed as harsh:

e Use of threatening or
language.

e Persistently calling the borrower and/
or calling the borrower before 9:00

abusive

QU6 ARIQE F6RIslg MNMAS QR

FIRGIS AQUIGFER 601N 6SIR AAITS:

o MAS QY AAFAINRES QNN
USLTIR |

e o GEISIG RSN orr CIFYLIGIF

@1391 98° / @Y orr SIGIL1GIS 9:00




a.m. and after 6:00 p.m.

e Harassing relatives, friends, or co-
workers of the borrower.

e Publishing the name of borrowers.

e Use or threat of use of violence or
other similar means to harm the
borrower or borrower’s family/ assets/
reputation.

e Misleading the borrower about the
extent of the debt or the
consequences of non-repayment.

geIg R 98° 6:00 p.m.

e Relatives orr §l 69Q2SI AFG1D, ©F
ae agedig eaqIs GRSl |

e Orrél 65R2SI SIDF QIE RIS |

e Violence 6 @€l orr §9LIGIT
aqeI / af@ / dog A6
degIasl IR @°dl @a ALY
Ad1e QUIAR SUSLIQ [ AUAS |

e The 61 ARG T ARG
SRARIQ  aAfglIg  TANERQ  orr
§RI8Ig fRIg 9! |

The company shall endeavour to identify
repayment difficulties and provide
necessary guidance about the available
recourse

aqesli 2T §ES FALIG IS° AARNE
Qeqld Saf6q 2gaye didesie gelg
Q091G SN 669 KRS |

The company shall have a dedicated
mechanism for the redressal of recovery-
related grievances. The details of this
mechanism shall be provided to the
borrower at the time of loan disbursal.

geoaIa A9Ma AVECAITN ATRIS AN
FANN 98 QLIRS Ug Q&S | Mechan &l
QEe 29969 9€ mechanism §1QIGIg I€
AgQ 961 gLIe QQUDS |

The company does not employ recovery
agents.

QflS RNIN I6RQFISF FEARE F6Q
QI |

The Board of Directors of KMCL shall
periodically review the compliance of the
Fair Practices Code and the functioning
of the Grievances Redressal Committee
/Ombudsman committee (if any). A
consolidated report of such reviews shall
be submitted to the Board at regular
intervals, as may be prescribed by it.

KMCL Q 691¢ 2 elacagd aduages
6P 2ANYIY Q°6ReQ 2AQAIRG 9]°
A@6KIG AARIIS RAT / BegPRAUlG 2ATQ
FIAIKIGG! (AT A1) N8I KAS | YA
ANM[IYEe 9e 9966 Qeald Fafe
SUSUIFER 6S1F6Q FISIM 6€S, 6KDUR IL
 prescribed <191 ISy FAUINVIER |

Appropriate disclosure regarding this
Policy should be made on the Company
website, www.kiaramfi.com.

98 Q16 99969 QUYD 9ISl QG
6399INg www.kiaramfi.com 69 Q@QULSI
ae% |

The information published in the website
should be updated whenever there is a
change in the policy

69SDINT6R UFIFG 99al 60686967 &
F1569 AASES 269 AU6ST 6291 RS |

The company shall be accountable
for inappropriate behaviour by its

QS 9LIR edel Fa laceade
96RER RUSING 209D AR I




employees or employees of the
outsourced agency and shall provide
timely grievance redressal, which
shall be made in the loan agreement
and in the FPC displayed in its office/
branch premises/ website

QAN 62S 98° OF LFN6S AR6CLIFN
AaRIG gIe 229, AIL! loan §l gRER I9°
9gle  Qduea / S adga  /
699 9ING6R G5G FPC 691 629 |

In compliance with the guidelines
on ‘Fair Practices Code’, KMCL
shall publish and disseminate the
Fair Practices Code in English on
the website of the Company, and
any borrower, client or
stakeholder who wishes to obtain
the same in vernacular language
may request the Company to

provide a translation thereof

‘6PN FITQ 621G AU6R 2 FEH TSR
AgAL, KMCL SfIfQ 64edIRgeq
R°AURER 6PN FIFY 691 RS I9°
d9Iq 2Q€, 99° 699 any 619 orr §IGL1G],
gIge @ QUNSIF 49 QI QUYIER AR
AINSIg SILR], 649168 Qftg1g 2AFEAI
RQAINES | ITIQ AQRIS LIF FRSIG |
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