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FAIR PRACTICE CODE OF KIARA MICROCREDIT PRIVATE LIMITED 
(

1. INTRODUCTION AND 
APPLICABILITY OF THE CODE 

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.No.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. 

RBI/DoR/2023-24/106 
DoR.FIN.REC.No.45/03.10.119/2023-24  

19-10-2023, 10-11-2023

FPC

KMCL

“KMCL” 

“ ” 

KMCL

2. MEMBER ENROLLMENT & THEIR 
PROCESSING 

All communications to the borrower 
shall be in the vernacular language or 
a language the borrower understands. 
 

Member enrollment 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 
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indicate the documents required to be 
submitted with the application form. 

Member Enrollment in the software is 
to be done correctly. (Necessary 
details and clear images should be 
uploaded in the prescribed format) 
 

For every member, any of the accepted 
three identity proofs (Aadhaar card, 
Ration Card, PAN Card, Voter ID Card) 
should be uploaded. 
 

For the process of communication, two 
contact numbers should be added 
(member, nominee, or guarantor). OTP 
Verification is mandatory. 
 

OTP 

The head office will call upon the 
members for pre-loan verification and 
loan disbursement verification 
procedures. 

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. 

SMS 

Members must be married, and the age 
limit, 18 to 58, should be tightened. 

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). –

In case there is no proof of own 
household or proof of relationship, it 
shall be treated as a rented house. 

The details of the nominee and 
guarantor (own household person and 
earning person) should be included at 
the time of enrolment.  

Details of the family members, their 
relationship, income and expenditure 
details should be duly filled. 

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 

IFSC 
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uploaded to the software. 

3. LOAN APPRAISAL AND PRE-
DISBURSAL PROCESS 

KMCL shall convey to the borrower in 
English or in vernacular language/the 
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. 

KMCL 

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. 

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. 

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. 

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. 

RBI

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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4. DISBURSEMENT OF LOANS, 

INCLUDING CHANGES IN TERMS 

AND CONDITIONS 

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 
interest rates and charges shall be 
effected prospectively, and a suitable 
condition in this regard shall be 
incorporated in the loan agreement. 

KMCL 

The decision to recall/accelerate 
payment or performance under the 
agreement shall be in consonance with 
the loan agreement. 

 

5. GENERAL 
 

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. 

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. 

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 its staff is 
adequately trained to deal with the 
customers appropriately. 

KMCL shall not charge foreclosure 
charges/ pre-payment penalties 

KMCL shall display the FPC in 
vernacular language in its office and 
branch premises and on its website. 

FPC

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. 

Field staff shall be trained to make 
necessary enquiries regarding the 
existing debt of the borrowers and the 
borrowers' income. 

Field staff shall be trained to make the 
borrowers fully aware of the 
procedures and systems related to 
loans / other products. 

Field staff shall be trained and diligent 
enough to record the minutes in the 
resolution book maintained by the 
centre/group. 

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. 

A declaration that KMCL will be 
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. 

FPC

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. 

RBI KYC

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. 

NBFC-MFI 

Adequate steps may be taken to 
ensure that the procedure for applying 
a loan is not cumbersome and that 
loan disbursements are done as per a 
pre-determined time structure. 

6. GRIEVANCE REDRESSAL 

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. 

The monitoring and audit team will 
verify the awareness of the clients in 
this regard.    

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. 

The senior staff at the field level has 
been empowered to take specific 
actions/decisions to address the 
needs/issues of the clients 
immediately. 

Our clients can also call our service 
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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 

04223561947 

7305022272

M/S. 

CMS 

All grievances shall be addressed on a 
case-to-case basis within 48 hours to a 
week.   

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. 
 
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   
 

A

gopi@kiaramfi.com 

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 

RBI- DNBS Regional)

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;   

mailto:gopi@kiaramfi.com
mailto:crpc@rbi.org.in


    

8 

 

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.    

RBI 

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. 
 
 
 

FPC 

7. DISCLOSURES IN LOAN 
AGREEMENT/LOAN CARD 

KMCL will have an approved standard 
format for loan documents. The loan 
documents shall preferably be in 
vernacular language. 

In the loan document following shall be 
disclosed: 
● All the terms and conditions of the 

loan. 
 
● 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). 

● There will be no penalty charged for 
delayed payment. 

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

 
● The borrower cannot be a member 

of more than one SHG / JLG. 
● 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) 

 
 
● An assurance that the privacy of 

• 

• 

• 

• 

• 

SHG /JLG 

• 

• 
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borrower data will be respected. 

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 
● The information which adequately 

identifies the borrower. 
● Simplified factsheet on pricing. 
● All other terms and conditions are 

attached to the loan. 
● Acknowledgements by the KMCL of 

all repayments, including 
instalments received and the final 
discharge; and 

● Details of the grievance redressal 
system, including the name and 
contact number of the nodal officer  

Reserve Bank of India (Non-Banking 
Financial Company - Scale Based 
Regulation) Directions, 2023

• 

• 

• 

• 

RE

• KMCL

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. 

8. COLLECTION PROCESS AND 
PROCEDURES 

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

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

CL 

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

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

Receipt of message for the collection 
entries should be verified, and 
Physical receipt should also be pasted 
or stapled in the centre meeting note. 
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Over dues and collection delays 
should be communicated to the 
Branch managers and Area Managers. 

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. 

BM AM 

HO 

9. NON – COERCIVE METHODS OF 
RECOVERY 

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. 
 

KMCL

 KMCL

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

 

KMCL

Without   limiting the general 
application of the foregoing, the 
following practices shall be deemed as 
harsh: 
● Use of threatening or abusive 

language. 
● Persistently calling the borrower 

and/ or calling the borrower before 
9:00 a.m. and after 6:00 p.m. 

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

● Publishing the name of borrowers. 
● Use or threat of use of violence or 

other similar means to harm the 
borrower or borrower’s family/ 
assets/ reputation. 

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

• 

• 

• 

• 

• 

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

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. 
 

10. ENGAGEMENT OF RECOVERY 
AGENTS 

The company does not employ 
recovery agents. 
 

11. PERIODIC REVIEW 
 

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- FPC

 

12. CONTENT ON THE WEBSITE 

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

 

www.kiaramfi.com-

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

13. RESPONSIBILITIES FOR 
OUTSOURCED ACTIVITIES 

 

The company shall be accountable for 
inappropriate behaviour by its 
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 

FPC 

http://www.kiaramfi.com/


    

12 

 

NOTES 

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 

 


