S. M. Square Credit Services Private Limited

Fair Practices Policy

The Fair Practices Code (FPC) has been formulated and adopted by S. M. Square Credit Services Private Ltd.
(SMSCSPL) as an affirmation of its values and commitment towards transparency and fairness in its dealings with
its customers. The FPC incorporates all applicable guidelines and instructions issued by the Reserve Bank of India
(RBI) from time to time (Ref: RBI Master Circular: RBI1/2015-16/16 dated July 1, 2015). This code is applicable
in respect of all services/ products/ loans and facilities etc. sourced or serviced by SMSCS either directly or its
business correspondents/ agents.

1. Objective of the Code:
This code has been formulated to encourage an ecosystem in which:
e A baseline for just and fair practices while carrying out business with customers are set,
e The business operates from a high moral ground
e There is clarity for the customers regarding the services that they can expect
2. Our Key Commitments and Declarations:
(a) SMSCSPL shall provide assistance to the borrower to understand and interpret the financial schemes and
products being offered and appropriateness by making available information in writing and orally in the

languages understood by the customer.

(b) Accurate and timely information with respect to terms and conditions, costs, rights and liabilities shall be
provided.

(c) SMSCSPL shall promptly redress any customer complaint within timelines committed under its grievance
redressal mechanism.

3. Non-Discrimination Policy
The Company will not discriminate between customers on the basis of gender, race, caste, creed or religion.
4. Confidentiality:

All information provided by the customer shall be dealt with as confidential and private, unless it is otherwise
explicitly disclosed and signed.

Exceptional Circumstances:

To provide the information to any Government agency if required under statute or regulation

Mandated duty to reveal the information to the public

If the Company is required to provide this information (e.g. fraud prevention) to Banks / Financial
Institutions / Our Group and Associate Companies providing Business Support services.

The Company will not use this reason for giving information about customers to anyone else for marketing
purposes.

5. Loan Life Cycle:
(i) Applications for loans and their processing

(a) All communications to the borrower shall be in a language as understood by the borrower. Specific attention
shall be given to explaining Terms and Conditions (TCs) and Key Fact Statement (KFC) to the customers.




(b) Loan application forms will include TCs and all other necessary information which affects the interest of the
borrower, so that a meaningful comparison with the terms and conditions offered by other NBFCs can be
made and informed decision can be taken by the borrower. The loan application form shall indicate the
documents required to be submitted with the application form.

(if) Loan appraisal and terms/conditions

SMSCSPL shall convey in writing and provide KFS to the borrower in the vernacular language as understood by
the borrower by means of sanction letter or otherwise, the amount of loan sanctioned along with the terms and
conditions including annualised rate of interest and method of application thereof and ensures the acceptance of
these terms and conditions by the borrower on its record. SMSCSPL shall mention the penal interest charged for
late repayment in bold in the loan agreement.

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

SMSCSPL shall furnish a copy of the loan agreement preferably in the vernacular language as understood by the
borrower along with a copy each of all enclosures quoted in the loan agreement to all the borrowers at the time of
sanction / disbursement of loans.

(iii) Disbursement of loans including changes in terms and conditions

(a) SMSCSPL shall give notice to the borrower in the vernacular language as understood by the borrower of any
change in the terms and conditions including disbursement schedule, interest rates, service charges,
prepayment charges etc. SMSCSPL shall also ensure that changes in interest rates and charges are effected
only prospectively. A suitable condition in this regard shall be incorporated in the loan agreement.

(b) Decision to recall / accelerate payment or performance under the agreement shall be in consonance with the
loan agreement.

(c) SMSCSPL shall release all securities on repayment of all dues or on realization of the outstanding amount
of loan subject to any legitimate right or lien for any other claim SMSCSPL may have against borrower. 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 SMSCSPL is entitled to retain the securities until
the relevant claim is settled/paid.

(iv) General

(@) SMSCSPL 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 new information, not earlier disclosed by the
borrower, has come to the notice of SMSCSPL).

(b) In case of receipt of request from the borrower for transfer of borrower account, the consent or otherwise i.e.
objection of SMSCSPL, if any, shall be conveyed within 60 days from the date of receipt of request. Such
transfer shall be as per transparent contractual terms in consonance with law.

(c) In the matter of recovery of loans, SMSCSPL shall not resort to undue harassment viz. persistently bothering
the borrowers at odd hours, use of muscle power for recovery of loans etc. As complaints from customers
also include rude behavior from the staff of the company. SMSCSPL shall ensure that the staff is adequately
trained to deal with the customers in an appropriate manner.

(d) The Board of Directors of SMSCSPL has laid down and shall periodically review the appropriateness of the
grievance redressal mechanism within the organization to resolve disputes arising in this regard. Such a
mechanism shall ensure that all disputes arising out of the decisions of SMSCSPL functionaries or its agents
are heard and disposed of atleast at the next higher level. The Board of Directors shall also periodically
review the compliance of the Fair Practices Code and the functioning of the grievances redressal mechanism
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at various levels of management. A consolidated report of such reviews may be submitted to the Board at
regular intervals, as may be prescribed by it.

(v) Regulation of excessive interest charged by SMSCSPL

(a) The Board of SMSCSPL shall adopt an interest rate model taking into account relevant factors such as, cost
of funds, margin and risk premium etc and determine the rate of interest to be charged for loans and advances

(b) The rate of interest shall be annualised rates so that the borrower is aware of the exact rates that would be
charged to the account.

(c) There shall be no penalty for prepayment/foreclosure for floating rate loans.

(d) Penalty, if charged, for non-compliance of terms and conditions of loan contract by the borrower shall be
treated as ‘penal charges’ and shall not be levied in the form of “penal interest’ and that will not be added to
the rate of interest charged on the advances.

(e) The quantum and reason for penal charges shall be clearly disclosed by SMSCSPL to the customers in the
loan agreement and most important terms & conditions / Key Fact Statement (KFS) as applicable, in addition
to being displayed on SMSCSPL website 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.

(9) The quantum of penal charges shall be reasonable and commensurate with the non-compliance of terms and
conditions of loan contract without being discriminatory within a particular loan / product category.

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

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

6. Grievance Redressal Mechanism:

(a) A grievance redressal mechanism within the organisation would be set up

(b) There would be a periodical review of the compliance and functioning of the grievances redressal
mechanism at various levels of management. A consolidated report of such reviews would be submitted
to the Board at regular intervals.

(c) In case of consumer financing through dealers, the name of the Company as financing partners as well
following information shall be displayed, for the benefit of the customers, on the website of the dealers:

The name of the Nodal Officer (Grievance Redressal Officer) who can be approached for resolution
of complaints against the Company: Mr. Janardhan Thota

Contact details Telephone No. +91 7207824111

Email address: nodalofficer@padmasai.in

(d) The Customer Support number and the e-mail address for any grievance expressed by the customer shall
also be displayed at all places where the Company is doing business. The customer would require to express
the issue over either of the communication channels and the expected resolution of the matter shall be 90
days from the received communication.




SMSCSPL shall abide by the Fair Practices Code and uphold the spirit of the Code.

(e) If the complaint / dispute is not redressed within a period of three month, the customer may take up the
complaint with the RBI Ombudsman for NBFCs (details available in Annexure), if they are still not satisfied,
under whose jurisdiction the registered office of the Company falls.




Annexure

S. M. Square Credit Services Private Limited (the“Company”)

CIN: U65190TG2021PTC155075
Registered Office: 14" Floor, T 19 Towers-2, Ranigunj, Secunderabad, Telangana-500003
Email 1d: support@smsquare.info

Salient Features of Ombudsman Scheme for Non-Banking Financial Companies, 2018

Terms capitalized hereunder and not defined shall have the same meaning as referred to therein under Banking
Ombudsman Scheme, 2018 of the Reserve Bank of India.

Objective of Scheme

e To help address customer concerns, conflicts & disputes in a neutral and independent manner and enable
orderly and timely resolution of such concerns, conflicts & disputes.
To promote a fair conflict management system that is independent & fair as well as easily approachable for
customers.
To provide an alternative medium for customers to raise their voices before considering more complex & time-
consuming legal procedures like approaching a forum/authority/court for settlement of their disputes.
To offer a trained and experienced professional who can directly report to the board of directors of the
Company (the “Board”) and raise the customers’ concern to the Board, if required, and provide adequate
resolution on same on a timely manner.

Grounds for filing a complaint by a customer under the Ombudsman Scheme

In case of grievance, the customer may prefer a written complaint with the registered office of the Company, in
respect of the following, provided the matter is not referred to any court or forum, before such written compliant is
preferred.

e Cheque not presented OR done with delay;
e The Company has not conveyed the amount of loan sanctioned, terms & conditions, annualised rate of interest,
etc;
The Company has not provided notice for changes in agreement, levy of charges;
Failure to ensure transparency in contract/loan agreement;
Failure/ delay in releasing securities/ documents;
Failure to provide legally enforceable built-in repossession in contract/ loan agreement;
Directives of the Reserve Bank of India (the “RBI”) not followed by the Company;
Guidelines prescribed by the RBI on fair practices code not followed by the Company

Who can file a complaint?

Any customer who has a loan account (open or closed account) with the Company can file a complaint.

The above includes customers who have applied for loan with the Company through any of the various mediums
available for loan application as follows:

¢ Online channels (mobile app / website);
¢ Retail merchants who have a valid legal agreement with the Company for providing loans through the
Company;




Franchisee partners who have a valid legal agreement with the Company for providing loans through the
Company;

3" party services/companies who have a valid legal agreement with the Company for providing loans through
the Company;

Any other new medium that the Company may choose to introduce going forward (by means of a valid & legal
agreement) for selling of loans to end customers.

When can the customer file a Complaint with the Ombudsman?

1. Customer needs to make a written representation i.e. lodge a written compliant (written on paper & submitted
to the Company’s registered office OR e-mail written to the Company Nodal officer;

2. If reply is not received from the Company within 3 (three) month, OR, if the customer remains dissatisfied
with the reply, then the customer may file a complaint with the RBI’s Ombudsman (not later than 1 (one) year
after the reply from the Company), provided that customer has not approached any forum/court/authority.

How does the Ombudsman take decision?

. Proceedings before Ombudsman are summary in nature.

. Ombudsman will promote the settlement of the complaint by mutual agreement between the complainant and
the Company through conciliation or mediation.

. If a settlement is not reached, then the Ombudsman can pass an award/order either allowing or rejecting the
complaint along with reasons for passing such award/order.

. If a customer is not satisfied with decision of Ombudsman, he/she can file an appeal against the award/order
with the Deputy Governor, RBI, within 30 (thirty) days of the date of receipt of communication of award/order
OR rejection of complaint.

. The Company may prefer an appeal against the Award within 30 (thirty) days from the date of receipt of the
letter of award.

. An'award' includes a direction for specific performance by the Company. It may or may not include a direction
to pay compensation for the loss, if any, suffered by the complainant. The Ombudsman will not have the power
to pass an award directing payment of an amount which is more than the actual loss suffered by the complainant
or INR 10,00,000 (Indian Rupees Ten Lakhs only), whichever is lower. In addition, the Ombudsman may also
award compensation not exceeding INR 1,00,000 (Indian Rupees One Lakh only) to the complainant, taking
into account the loss of time, expenses incurred, harassment and mental anguish suffered by the complainant.

Note:

e The Ombudsman may reject a complaint at any stage.

e The Ombudsman Scheme is an alternate dispute resolution mechanism.

e The customer is at liberty to approach any other court/forum/authority for the redressal of their disputes at any
stage.




Annex - |

The details of the Nodal Officers of the Company who can be approached by the customer as per the Ombudsman
Scheme for Non-Banking Finance Companies, 2018 and the details of the RBI Ombudsman are given below:

Name and Contact details of the Nodal Officer of the Company to be approached by the customer

Sr.
No.

Name

Contact

Details Zone

Registered Office Address

1.

Janardhan Thota

7207824111 Pan India

14™ Floor, T 19 Towers-2, Ranigun;,
Secunderabad, Telangana-500003

Address and Area of Operation of RBI Ombudsman

Centre

Address of the Office of NBFC
Ombudsman

Zone / Area of Operation

Chennai

C/o Reserve Bank of India Fort Glacis,
Chennai 600 001
STD Code: 044 Tel No. 25395964 Fax
No. 25395488

Tamil Nadu, Andaman and Nicobar Islands,
Karnataka, Andhra Pradesh, Telangana,
Kerala, Union Territory of Lakshadweep

and Union Territory of Puducherry

Mumbai

Clo Reserve Bank of India, RBI Byculla
Office Building, Opp. Mumbai Central
Railway Station, Byculla, Mumbai-
400008

Maharashtra, Goa, Gujarat, Madhya
Pradesh, Chhattisgarh, Union Territories of
Dadra and Nagar Haveli, Daman and Diu

Clo Reserve Bank of India Sansad Marg,
New Delhi -110001
STD Code: 011 Tel. No. 23724856 Fax
No. 23725218-19

Delhi, Uttar Pradesh, Uttarakand, Haryana,
Punjab, Union Territory of Chandigarh
Himachal Pradesh, and Rajasthan and State
of Jammu and
Kashmir

Kolkata

C/o Reserve Bank of India 15, Netaji
Subhash Road, Kolkata-700 001
STD Code: 033 Tel. No. 22304982 Fax
No. 22305899

West Bengal, Sikkim, Odisha, Assam,
Arunachal Pradesh, Manipur, Meghalaya,
Mizoram, Nagaland, Tripura, Bihar and
Jharkhand

Refer to www.rbi.org.in for further details of the Scheme



http://www.rbi.org.in/

Annex Il
FORM OF COMPLAINT (TO BE LODGED) WITH THE NBFC OMBUDSMAN
(TO BE FILLED UP BY THE COMPLAINANT)

To:

The NBFC Ombudsman

Place of office of the NBFC Ombudsman

Dear Sir,

Sub: Complaint against (Name of the NBFC branch) of (Name of the NBFC)

Details of the complaint are as under:

4. Particulars of NBFC Account (If any)

(Please state the number and the nature of account viz. deposit/ loan account etc. related to the subject matter
of the complaint being made.)

5. (a) Date of representation already made by the complainant to the NBFC -(Please enclose a copy of the
representation)

(b) Whether any reminder was sent by the complainant? Yes/No - (Please enclose a copy of the reminder)
6. Subject matter of the complaint - (Please refer to Clause 8 of the Scheme)

7. Details of the complaint: - (If space is not sufficient, please enclose separate sheet)

8. Whether any reply (Within a period of one month after the NBFC concerned received the representation) has
been received from the NBFC? Yes/ No (if yes, please enclose a copy of the reply)

9. Nature of Relief sought from the NBFC Ombudsman (Please enclose a copy of documentary proof, if any, in
support of your claim)

10. Nature and extent of monetary loss, if any, claimed by the complainant by way of compensation (please refer to
Clauses 12 (5) & 12 (6) of the Scheme) Rs....

11. List of documents enclosed: (Please enclose a copy of all the documents)
12. Declaration:

() I/ We, the complainant/s herein declare that: a) the information furnished herein above is true and correct;
and b) I/ We have not concealed or misrepresented any fact stated in the above columns and in the
documents submitted herewith. THE OMBUDSMAN SCHEME FOR NBFCs, 2018 -19

(i) The complaint is filed before expiry of period of one year reckoned in accordance with the provisions of
Clause 9(A) (a) and (b) of the Scheme.




(ili) The subject matter of the present complaint has never been brought before the Office of the NBFC
Ombudsman by me/ us or by any of the parties concerned with the subject matter to the best of my/ our
knowledge.

(iv) The subject matter of the present complaint has not been decided by/ is not pending with any forum/ court/
arbitrator.

(v) I/ We authorise the NBFC to disclose any such information/ documents furnished by us to the NBFC
Ombudsman and disclosure whereof in the opinion of the NBFC Ombudsman is necessary and is required
for redressal of our complaint.

(vi) I/ We have noted the contents of the Ombudsman Scheme for NBFCs, 2018
Yours faithfully,
(Signature of Complainant)

NOMINATION - (If the complainant wants to nominate his representative to appear and make submissions on his
behalf before the NBFC Ombudsman or to the Office of the NBFC Ombudsman, the following declaration should
be submitted.)

I/We the above named complainant/s hereby nominate Shri/ Smt who is not an Advocate and whose address
i as my/ our REPRESENTATIVE in all proceedings of this complaint and confirm that any statement,
acceptance or rejection made by him/her shall be binding on me/ us. He/ She has signed below in my presence.

ACCEPTED

(Signature of Representative)

(Signature of Complainant)

Note: If submitted online, the complaint need not be signed.
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