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Kiara Microcredit Private Limited
(hereinafter referred to as “the
Company”/” KMCL”) aims to promote

financial inclusion and women
empowerment by extending
unsecured microcredit Loans to

clients. The Company is a NBFC- MFI
registered with the Reserve Bank of
India (RBI) and is compliant with
Master Direction-RBI  (Regulatory
Framework for Microfinance Loans)
Directions, 2022 vide RBI/DOR/2021-
22/89 dt 14.03.2022 (Harmonized
Regulations) and Sa-dhan directives.
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This document defines the elements
of the Code of Conduct (CoC) to
promote and advance ‘responsible
lending’ practices by KMCL. Building
on key  regulatory  customer-
protection measures as described in
RBI Master Directions for NBFC-MFIs,
RBI Fair Practice Code for Regulated
Entities, Industry Code of Conduct by
MFIN and RBI Charter of Customer’s
Rights in the context of the micro-
credit sector, CoC includes most
critical elements which the Board of
the company has adapted to
implement while delivering micro-
credit loans.
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This code applies to unsecured

microcredit loans extended by the

company, specifically in the following

activities:

e Providing credit services to clients,
individually or in groups.

e Recovery of credit provided to
clients.

e Providing insurance and pension
services, remittance services, or
any other related products and
services.

e Formation of any
community collectives, including
self-help groups, joint liability
groups and their federations.

e Business development services
include marketing of products or
services made or extended by the
eligible clients or for any other
purpose for the welfare and benefit
of clients.
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The Code has seven elements:
e Fair Interaction

e Suitability

e Education & Transparency
e Information & Privacy

e Grievance Redressal

e Employee Engagement

e Others
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1. Bwrworesr Qsmijy (Fair
Interaction)

2. QuimpBEHID Seiemio (Suitability)

3. NS H60 HELD
Qeusiiuemw g SHaiemio (Education &
Transparency)

4. 5H660 LHMID H6NWFemio
(Information & Privacy)

5. @mp Sy (Grievance
Redressal)

6. usswTeTjaEs6MesT F(hLT(hH
(Employee Engagement)
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7. womsmeu (Others)

KMCL will ensure that the borrower
is not unfairly discriminated against
on grounds such as religion, caste,
gender, marital status, sexual
orientation, etc.
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KMCL will ensure that all employees
and persons acting on its behalf:

e Undergo training on how to exhibit
appropriate behaviour towards the
borrowers.

e Use respectful language, maintain
decorum, and show respect to
social and cultural sensitivities.

e Do not use coercion of any sort to
make a recovery of loans and take
recovery only at a centrally
designated place mutually agreed
upon by the Joint Liability group
and our employees. An employee
can take recovery at the place of
residence or work of the borrower
only if the borrower fails to appear
at the central designated place on
two or more successive occasions.

e Do not intimidate or humiliate
verbally or physically.

e Do not contact borrowers at odd
hours or inappropriate times such
as bereavements, illness, or social
occasions such as marriages and
births.

e Do not harass the borrower's

relatives, friends, neighbours, or
co-workers.
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A Fair Practices Code approved by
the board, as updated from to time,
has been displayed in vernacular
language understood by the borrower
in all KMCL offices and its website.
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KMCL will ensure that the
engagement of the recovery agents, if
any, and their interaction with the
borrowers is as per the guidelines
mentioned in RBI’'s Harmonized
Regulations.
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KMCL will ensure to disburse the loan
commensurate with the borrower’s
ability to repay. It will ensure a limit of
maximum 50 percent on the outflows
on account of repayment of monthly
loan obligations of a household as a
percentage of the monthly household
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income.

(AL TN

The computation of loan repayment
obligations  shall consider all
outstanding household loans.
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KMCL will ensure that the interest
rates and other charges/fees on
microfinance loans are not usurious,
and there will not be any prepayment
penalty charges.
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KMCL will ensure that the household
income is computed correctly by
considering the income of the
borrower, spouse, and unmarried
adult children.
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KMCL will use a valid CCIR
(Comprehensive Credit Information
Report) for the borrower and all the
household members of the borrower
before sanctioning any loan. Further
such avalid CCIR must be used for all
loans including small value top-up
loans, and second and subsequent
cycle loans.
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KMCL will ensure that the CCIR
remains current and valid. KMCL shall
mandatorily submit timely (preferably

daily) and accurate information
including household income and
other parameters to the Credit

Information Companies (CICs).
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KMCL will not sanction/ disburse a
loan to a borrower with non-
performing (delinquency > DPD 90
days) accounts with an annual loan
amount liability > %1,50,000 with
another RE or any other microfinance
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provider.
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KMCL will provide key information to
the borrower and include it in the
loan documents, such as the loan
application, loan agreement, and
loan card. This must include:

e |dentity and address of the RE.

e |dentity and address of the
borrower.
e Product details (simplified

factsheet on pricing in the format
specified in the RBI regulations,
including instalments received, the

final discharge, and other vital
terms and conditions).
e Details of customer grievance

redressal system.
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KMCL will ensure that the issuance of
third-party products is done with the
full consent of the borrowers, kept
voluntary, and the fee structure for
such products IS explicitly
communicated to the borrower
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KMCL will communicate with the
borrower in vernacular/a language
understood by the borrower. The
communication could pertain to the
terms and conditions of the loan,
entries in the loan card, fair practices
code, standard form of Iloan
agreement, factsheet on pricing of the
microfinance loan, and other such
communication pertaining to the loan
and non-credit products and their

KMCL Binieussid, i 6t
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servicing.

KMCL will take measures (such as
training, assessment, and periodic
interactions with  borrowers) to
ensure that borrowers fully
understand the contract's products,
process, and terms.

KMCL Bipeussid, g 6ot
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KMCL will provide a receipt/
acknowledgement for every payment,
including the digital payments,
received from the borrower.

KMCL Bigieussiin, eumig 865 & WTen(j S ei
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KMCL will emphasise educating
customers on the importance of
timely repayment for good credit
history with the CICs, benefits, risks
and necessary safeguards of digital
financial transactions and grievance

redressal mechanism including
internal and external escalation
mechanism.
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a6 &S BLILIH LD

KMCL will educate customers against
blind trust on group and centre
leaders and how any default in the
fictitious loan (also referred to as
ghost lending/pipelining taken by
group/ centre leader in customer’s
name) can ruin her credit records and
access to credit in the future. This
should be a part of the Group
Recognition Training (GRT) and
Compulsory Group Training (CGT).
KMCL staff shall strive to ensure
customer attendance in the group
meetings. Any training offered to
customers should be free of cost.

KMCL iBipyeussid, i 6ot
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KMCL will disclose the reason to the
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customer if her loan is rejected.

Q@ NwLH S SIL(H 1D.

The Company must obtain copies of
KYC documents from customers as
per RBI norms.

KMCL iBipyeussid, i 6ot
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The Company must upload accurate
and comprehensive customer data
with all RBI approved Credit
Information Companies’ (CICs) as per
Uniform Credit Data Format on a daily
basis.

KMCL ipigueussid, fEjal eumidSumsd
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KMCL will take the borrower’s
consent to check her CCIR and her
acceptance of the terms and

conditions of the loan. Consent will
also be obtained from the borrower’s
household members to check their
CCIRs per the extant regulations and
laws.
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KMCL will promptly address any
dispute raised by the borrower about
her data with CICs.

KMCL Bipyeussid, i et
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KMCL will have systems to safeguard
borrower and borrower household
members’ data as per the accepted
principles of data  protection
including collection l[imitation,
purpose specification, use limitation,
incorporation of access controls etc.

Cesiiiy eugwy CHTEHs
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KMCL will keep the borrower and
borrower’s household members’
personal information strictly
confidential. This information may be

KMCL &Lt eummigueuj Lopmid
SLT  UTHIGLT6T (& (h LU

2 miTerjasener el L
HBOUOBHONM HevlglILTE  JEHFWomss
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disclosed to a third party subject to
any of the following conditions:

e Such information is required to be
provided under the law, or it is
provided for a mandated business

purpose (for example, to credit
information companies).
e Borrower/borrower’s household

members have been informed about

such disclosure and prior
permission has been obtained in
writing.

eThe party in question has been
authorised by the
borrower/borrower’s household
members with intimation to KMCL.

DUSB MBS, QbSS HHe6D
OeiamHd BUbSHTSESE 2 L LL (b
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&P eupmisOUL. Cousmi(hld 606V T
SLULTW 6uesiNas ChTHEsDHSNHBTS
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KMCL has a board-approved
customer grievance redressal policy
covering the process to register,
resolve and escalate the complaints,
internal and external escalation
mechanism, complaint categories
and TAT, review/audit of the redressal
system, and reporting to the board
and top management.

KMCL Qua&@bidsen (& poumsd
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KMCL will provide a robust customer
grievance redressal system to
address complaints effectively and
promptly. It will provide easy access
to the redressal system to all its
borrowers through a dedicated phone
number or a staff-assisted procedure
at the branch to register grievances.

KMCL ysrtjsener SpouL  opmid
2 L asGLal Haujshs &
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@M MSCwWs CHTmLCLSF 6T
(pouTECaUT VLG (F6H N6
usle GFuw Semenilev 2 aien
usswmenjgsemesr 2 SMbwm(h nilgw
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KMCL will clearly communicate the
details of the customer grievance
redressal system in branches, loan
documents, and other

EeHNEBOT, HSLOT hHOUMIEISAT LOHMILD
O S0 QST GLIm(HL SH6iTed
Mg HEHBWINT (GH6emD HJHGLD
wemmuller  elleugmisemen KMCL
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communication materials.

QpoMouns s 6\ NeNa LW,

KMCL will have a mechanism as part
of its grievance redressal framework
for the redressal of recovery-related
grievances, the details of which must
be provided to the borrower at the
time of loan disbursal. The idea is to
identify and promptly address
recovery-related grievances.

KMCL @is&i @on SisE
SLLmwOOS @ UGHwurs 1LY
QBILIUTET (& DMBDNS
SIIUSDHETH @ (PDHDHHWS
QEmemig (HBGID. ST  6eUTEILH6T
ST GUPRIGSOIET CUTFH HBL 6T
SUMEIGLIN(HE@ GUPHISLILIL.  Ceuewsi(h LD,
LY QSTLjuneT (& nabenends
SHILDIHS 2 L engund BHeujsH s
QFunts @1 CHTSSLO

KMCL has a Principal Nodal Officer to

KMCL eoumg&emaswnony (&e»m

oversee the customer grievance EiS@d QFweOLT sHL

redressal function. Cupurieoanil_ gm WSHaienio
GBI Hlsnilemwds GIHmeasi(h omon Hl,

KMCL will record and analyse ysniseMal SHeiemin, 6T(h BB L

individual and aggregate level data for
grievance redressal systems,
capturing the nature of complaints,
action taken, and turn-around time.
Reports on grievances received,
resolved, and pending along with the
nature of complaints should be
shared with the board for review.

BLaIYE®S LHMID HHWLw GBI
SpSwaipsmol USaCFuISHM, (FHMD
STBGD  HLOLIL| O M6
SENiUL L wHmd s s  JeneNsvmest
siemeu KMCL udble GQFuig
uGUumue] GEFuiuw. LasTjassmner
S QuPLULL, SjSSsUu’L
woHmid Haismaidled 2 _aifer (& nMBAT
updHw S EH  SIILITUIN|SFHTH
aumws SHiL 61 LSIPILL.  Couessi (b LD.

KMCL will recruit a candidate from
another RE based on a satisfactory
reference check and will not confirm
the employee without arelieving letter
from the previous employer.

KMCL g@m Sipusdlsgwnst & mlid
FRuMiNeT  iglilemLiTed LMHGDT(H
REOwmBEH «@m GCoiursnsmy
Hud&Gw wHMId (WPhe»Hul
ussiwesMOumenflest  [Hleunyessids HigHLd
@606VMLOED  LissNWITeN6® T

2 MISWILG SHTHI-

KMCL will participate in the Employee
Bureau to submit its employee’s data
and check candidate’s employment
records.

KMCL serg ussiunenfler Sysmeud
FOJUTNIUS DG eIl myTer
Gousmeveuruiiyll uHlesemond
FRuMjSSaD LTy LissinwgsgHle0
LmIG &G L0,

KMCL will give comprehensive
induction training to the employees
on policies, processes, and
regulations. Emphasis will be given to
CoC related aspects on borrower-
interface aspects such as fair
treatment, household and income

KMCL empujsends@ Csmeismdsasel.
QEFwes»MEET LOHMILD

YRGS PDEsT SDSS efleures
AHF eM&SGW, Humuwiomest
FEFF, (G (HOUD MWD  61(HLOTET
wHSH, Sraseiar Seanuyfemio.
CFemals SO, 6UTYHHBWITONT (56D
Sisgw emm, POSH, 2 mey
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assessment, the privacy of data,
service quality, customer grievance
redressal system, POSH, relationship
management, dealing with borrower
facing difficulty in repayment, etc.

Ceumsmiemio. SLesimamsemw  H(m LOF
QFsH Hlbld FJwHemS
aSlosTatag CUTEID L6
MR LI/ @ DL (pE  IIDFEISH6TE0
CoC Qsmjume IDFKISEHHSG)
WPSEWSH S  JeMBSSLIL(H LD.

KMCL will regularly assess
employee’s understanding of the
above elements and conduct

refresher training to address the gaps
in understanding.

KMCL Gupan du gogygser umbiw
oaPlwijEener LfgGemev SHeaImmosd
wHSINHD wHmw YFseded 2 ater
@LasMEsmon BHloujs s Gauiu
U Siswmijsd uldpFeow BL S Hio.

KMCL will train its employees on
understanding and dealing with
gender issues, including appropriate
interaction with women colleagues
and customers.

Quewi &F& UGMWTNMISHEANT LOMHMILD
UMY S BWTMTH O H(SHbDH
@QsmLjy 2 L'u, umedlesr

Mg Femardssmen  LibSH6SHmeio gl
wHmD mswratagG GhHH KMCL
ST aplujsEns@ LOnHSF
9|6 G LD.

KMCL will orient its employees on
professional conduct and integrity
issues, including expected behaviour
and not indulging in unlawful and
anti-social activities.

KMCL serg 2mplijssmen
QBMPOWYmD BSOS 10HYILD
CBisw FNjbe LT F6m o1,
TSPUTTSSLUBHL BLSHeHS LOMHMILD
FULAGCITSIW0M6T WwHmd Fips
MGITH OQFWEDI6MED  F(h LILTLO6D
6u6OIBL S SHiLD

KMCL will engage new employees in
branch-level business operations
only after completion of their
induction training

KMCL yswu empluijsemnen j6ujson g
@miLsaar ulpFeow (YyHH
NesieoiCy Hlemon OMGNGVTGT 6165
IBL_6MIg S HEH6M60  F(h LI S SHiLD.

KMCL will ensure that employees
directly responsible for the grievance
redressal system receive detailed
training about the system, processes,
and soft skills required for resolving
complaints.

YsTisemans SiiusneHs
CH6meUWITET  (LPEDMEHLD.
QEFweWsmmEaT WHMID  CLD6sTEHLOWIT ST
Soeiser umHdw  eNieurss
udpFeowll GQuupeusmns KMCL 2 ms
ALY

KMCL will set targets for the branch-
level employees based on reasonable
objective criteria, including an
understanding of microfinance
requirements and repayment capacity
in an area.

M UGS EHISHSS CBHemoudssi
pgs SpulE FNSHD St
pSwaimsm oLl LB HI6\smenon S

2 'uL BHwrwionet Lmiblemev
IloMaCHTE0EMT  IigLiLiemLTev
KMCL &lsmon/Blsmev  enpluiij s @i S5 Smest
Qs G EBemen  [Hljesiillas@Lo.

KMCL will have a well-defined
protocol to be followed by employees
to handle risks arising from going to
difficult areas and cash handling.

SIYCOTOTET  LiG) H1%b @ & F
QFOMBITRID, LIEHH HD DS
HBWTERUSTHILD 6 DLI(H LD
IuTukIEmond embswtenr, KMCL et
oaPITHON SHHT  [H6vI(G
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suemIWMIESSUIILL  QBDHILps® 6w en
Oemm  Geusssi(h LD.

The staff's Compensation matrix will
be designed to align their behaviour
with fair interaction practices, as
mentioned in this COC.

@B5 COC @ed
GO (b aTorLig, 2enPluigssesr
@iy Sies), 66
BLS®SemW  Hlurwiorest GG TLijL)
BOL(PHDHEL BT FIemind s

61 LS S LILIL (b 616N FHl.

While recruiting an employee, KMCL
will honour the notice period as
mutually agreed between the
prospective employee and his/her
current employer.

@ usHwTe®my pHUCFII] G&Fulujwd
CUITGL. 6uUHEISTL 2emPluly LOHEILD
SIS SHCUTHSW LIS SHiLieui
@mLCw ugevugd QLS
Qsmetariul L. DIy HTVSHHS
KMCL w&s@Ls,

KMCL will respond to requests from
other RE/microfinance providers for
reference check within 15 calendar
days/a reasonable time-period from
the receipt of such communication.

KMCL wmpm mesibs aupmigbidseisst
(B )1l F20F: - 30 8 I8

15 B &5 @8 (&) 01 315 B 65 Sl
SHHAUNOSILIY HewL B B0\ 5 S
@ Huruioner SHTeva6\Es (b 6@ 6i
GDIOYF FHumjiys@ udlevens @i,

KMCL will have a framework to deal
with crises arising from natural
disasters, mass defaults, negative
media, local-level hostility, etc., which
is reviewed periodically.

Q@ 60
1 S\jLoemm
26 S|GMEN6VIT 68T
aGITSLD GCumest meum Mm6d 6T(PLD
QBMmBEBYBmF  Fomenss KMCL
M SLLmWLUHUS  CEST6mig(h &G0
@3 SIaleuIGLIT F LSiumuiey
QEuwiILIH S S,

Qunemn il Cuppleyssaf.
@ueoLBlemev s af,
a1l FHEIE A,

In the event of having underlying
digital (i.e., paper-less) processes for
sourcing (loan application), borrower
consent, due diligence, contracts,
disclosures, payment receipts,
grievance redressal, etc. KMCL will
ensure that these processes are
aligned with the applicable regulatory
norms and that the borrower is made
fully aware, educated, and
comfortable with digital transaction
modes.

QLS (SL6T  eNlswiewilLD), L 60T
SUITEI(& LIou6ot RLIL|SH 6V, 2 flw
sl mpwmHF), RULBG S EIS6M,
QeusMiLIh HH0H6T, SLLew JF JHIaM,
(&H 6D D 66N Blouiy g5 QFUIFH 60
GureimeudDHIHETET JgliemL 1gsdl L 60
(S1TUG) STE SO @6eo6vnS)
QFWeO (P M I 6T @BV,
QUIT (1555 &5 I L Wi FURISYPSD
S PsHmE6T LHMID SHL 68T 6UTKIG,LIeI]T
g8l L 60 uffleuy & %6601 (Ppe® M S 6T
SDBS  YumLuts DS,
UgSSo] HMID MFSWUTS @(HEBES
G ouewi (1 1D.

Any new initiatives encouraging
digital transactions should be
introduced, keeping in mind the

borrower’s level of knowledge and

g8l L 60 ufeul 3 I 61 651 & 65 611
oo 85, 611155 (&) LD 61153 Gleu (I, (1% 3T
WPuHF s @pLd DS LILH SHSLIL

Gouswi(hld. LT eummiGLUaufler  iDley
LHMID  PNSOBT  Janemed  LoeTSHe0
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comfort. During the initial adoption of
digital methods, an enhanced focus
on grievance redressal system and
customer hand holding shall be
instituted.

Qsmesih, [ 125) ) (MEOIHE LT
WpS60le0 Terupuid CUTHI, (G MHD6N
Bajsd Qeuys  wep  pyd
GUTLY. 5 65) F5WIT AT 561|601 S L1l ill60
Cuowu’L Seauerd CFaSH SLILIH LD.

KMCL will prominently display
information about the interest rates
charged on microfinance loans in its
offices, literature issued by it and its
website.

KMCL 91561 SI00ESEISAT, D600
@emauSend WHMID 6T

@ eI 63 Hl6d

DS CITED)HLGITRIN  HL_63I%H @S
MBS ESLIUBHLD uly NEHKIES6NT
upHw HHaIOEmT  (PSHETHSS
ST GLD.

KMCL agrees to share updated
pricing information with Sa-dhan to
the highest granularity possible for
publishing as required by RBI.

Cx:eTnFletov. HFFou eumidSiNest
CHemousECHmL  GeusTill(h B MG
FrSHuonet 1Ds 2 windH
Sprepieotily s YHINaSsi L
MlemLS HBHUMOD Sa-HTEIL 601
uSjbg OCEsmaion LS HTaTED S,

Suppose KMCL withdraws its
operation from an area. In that case, it
will make alternate arrangements to
service the existing loans of its
borrowers, i.e., by making
arrangements with an existing RE/MFI
to receive loan repayment from
borrowers.

KMCL g® ugdHiled @QuBE Siset
QEweuTLsmL  S(Houl QuESIDSI
IR U FH6\ETaTGeuLd,
SILILIGUWITEITE. SL_631  6UMENG,LI6N]T 35 6T6or
SHCUTHSW FHLAISHMON  AILPEISH
LTHM FHUT(H HeoMF  GlFulujid.
SISTOUG, L6
auTRISIWaIJHMLLD(HBH HLDaTDH
SHHUNF CFNSHUSDG JHHHIG
2 aion RE/MFI o L&t eyiump Semend
Q& ullujib.

KMCL will ensure that the wellbeing
(e.g., adequate remuneration, working
hours, working conditions etc) and
security of its employees is given due
importance.

KMCL sis6t 2apluijgssies [Heooumpey
(e,®m. GumGionesr aHwid, GCeusmev
Cmiw, GCeusmev [HlewevemLoE et
CuTeimemey) LMHMID LITHSTLLSE

2 flu WSS wS SHiau

NS SLUH DS 2 M GlgFulujb.

The Company, having adopted the
CoC, takes the responsibility:

e to align their own policies and
processes to adhere to the norms
of the CoC.

to incorporate a professional
governance system to ensure that
employees and persons acting on
their behalf are oriented and

Bimisucerd. CoC-g8 gHmISCETaiI,.
QurtiemL  FHMISCETETEID FH

o HEIEN OFIHSH CIBMeT I
wpmw FuswsmmEamar CoC @i
MBPHDEEBG @eumis FISDs.
o LGNWTTHT LOHMID 66N
FMjurs GFwedL(hd BUFHeT, CoC
BL(pempulled Deiupm LdHSF
QuUPPaITET EILmS 2 MIS6FuIL
@ QsmPdysnm Blijours
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trained to follow the CoC into

practice.
e to voluntarily agree to the CoC’s
governance & enforcement

framework to ensure adherence to
the CoC.

Compliance with this CoC will be
based on athree-pronged approach.

e The quarterly adherence report
on/lby KMCL is based on
independent data from a credit
information company (CIC) in the
following standard template.

A peer complaint system whereby
KMCL and any other microfinance
provider can bring forth instances
of non-compliance to Sa-dhan.
Monitoring and assessment
facilitated by Sa-dhan.

IimIoLieHL  (@)6 6 S FHid 6\ FHTaT6 F.

e CoC Nsupmeousns 2 mis!
QEFuugsmETes, CoC-a1 Hlijounsid
LHMID JOTEHHES FHLL HIOLIEHL
SMHMS (PabHG KL ESC\ETaT6I T,

@bs CoC 2 L& @ewimigeaig
Loy Yo A@Spen Dt
SlgliLue»Lled @\, SG L,

o KMCL-@e1 smoomsmi(y SemL gl
DS mHBWTTSG NeiaubLd  [Hlemevwmest
QLIOOCeTL 1960 2 6ToM HL 6T FHI6U6D
Byiousn S HOmBGES (CIC) swndsestiomest
SI®al JlumLWUTSES C\ETeaiL i,

° FI-HJHG QMRISTS
Baspajsamer KMCL wmmd Gim

FMBIS aupmiGeariser & mssi(h
MISIHPW UG FS LUST) emIoLiL,

o SawiSTely WwHMLd ST
FM-SH6OIM60  6TMBTHBLILLL T,
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