Aditya Birla ADITYA BIRLA

Finance Ltd. CAPITAL

FAIR PRACTICE CODE (FPC) POLICY

Objective of the Code

The code has been developed with an objective of:

« Ensuring fair practices while dealing with all its customers

« Greater transparency enabling customers in having a better understanding of the product and taking
informed decisions

» Building customer confidence in ABFL
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Applications for Loans and their processing

+ Applications for loans and their processing (a) All communications to the borrower shall be in the
vernacular language or a language as understood by the borrower. (b) Loan application forms should
include 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 may indicate the documents required to be
submitted with the application form. ABFL has a system of giving acknowledgement for receipt of all
loan applications.
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Loan appraisal and terms/conditions

« ABFL shall convey in writing to the Borrower by way of a sanction letter or otherwise, the amount of limit
sanctioned along with all the terms and conditions including annualized rate of discount / interest and
method of application thereof and keep the acceptance of these terms and conditions by the borrower
on ABFL’s record.

« ABFL will convey in writing 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 keep the
acceptance of these terms and conditions by the borrower on its record. ABFL will furnish a copy of the
loan agreement 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/ post disbursement as part
of welcome kit.

» Any clause relating to penal interest charged for late repayment will be specified in bold in the Loan
Agreement.
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Disbursement of loans including changes in terms and conditions

Through its published website or as appropriate if specific to a customer, ABFL will give Notice to its
Borrower(s) in the vernacular language or a language as understood by the borrower, of any change in the
terms and conditions of the sanction. ABFL will also ensure that changes in discount/ interest rates and
charges are effected only prospectively.

Decision to recall/ accelerate payment or performance under the Agreement will be in consonance with
the respective loan Agreement.

ABFL will release all securities on repayment of all dues or on realisation of the outstanding amount of
loan subject to any legitimate right or lien for any other claim ABFL may have against the 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 ABFL is entitled to retain the
securities till the relevant claim is settled / paid.
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Loan Sourced from Digital Lending Platforms

Names of digital lending platforms engaged as sourcing agents (referred to as agents, hereinafter) shall
be disclosed on the website of ABFL

Digital lending platforms engaged as agents shall be directed to disclose upfront to the customer, ABFLs
name and ABFL will disclose the agents name on whose behalf they are interacting with him.
Immediately after sanction but before execution of the loan agreement, the sanction letter shall be issued
to the borrower on the letter head of ABFL.

A copy of the loan agreement along with a copy each of all enclosures quoted in the loan agreement shall
be furnished to all borrowers at the time of sanction/ disbursement of loans.

Effective oversight and monitoring shall be ensured over the digital lending platforms engaged by ABFL.
Adequate efforts shall be made towards creation of awareness about the grievance redressal mechanism.
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General

« ABFL will refrain from interference in the affairs of its Borrower except for the purposes provided in the
terms and conditions of the respective loan agreement (unless new information, not earlier disclosed by
the Borrower, which may come to the notice of ABFL).

» In case of receipt of request from the Borrower for transfer of Borrowal account, the consent or otherwise
i.e. objection of ABFL, if any, is generally conveyed to such Borrower within 21 days from the date of
receipt of the Borrower's request. Such transfer will be as per transparent contractual terms in
consonance with all the applicable laws.

« In the matter of recovery of outstanding dues of its Borrower, ABFL does not resort to undue harassment
viz. persistently bothering the borrowers at odd hours, use of muscle power for recovery of loans/dues,
etc. Training is imparted to ABFL Staff and all agency employees to ensure that they are adequately
trained to deal with customers in an appropriate manner.

» As a measure of customer protection and also in order to bring in uniformity with regard to prepayment
of various loans by borrowers of Banks and NBFCs, ABFL will not charge foreclosure charges /
pre-payment penalties on all floating rate term loans sanctioned to individual borrowers.
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Responsibility of Board of Directors

» ABFL Board of Directors have approved a grievance redressal mechanism

« There will be periodical review of the compliance of the Fair Practices Code and the functioning of the
grievance’s redressal mechanism at various levels of management. A consolidated report of such reviews
will be submitted to the Board at regular intervals.
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Grievance Redressal Mechanism

At ABFL, customer service and satisfaction are our prime focus.

In order to make ABFL'’s redressal mechanism more meaningful and effective, a structured system has been
built. This system would ensure that the redressal sought is just and fair and is within the given frame- work
of rules and regulation.

a. Mechanism to handle customer complaints/grievances
Customers who wish to provide feedback or send in their complaint may use the following channels
between 9:30 am and 6:00 pm, from Monday to Friday (except on national holidays).
o Call our Customer Service Helpline on 1800-270-7000
« Email us at care.finance@adityabirlacapital.com
«  Write to us at the below mentioned address:
Aditya Birla Finance Limited
10th Floor, R-Tech Park, Nirlon Complex,
Off Western Express Highway, Goregaon East,
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Mumbai - 400 063.
In case the complaint is not resolved within the given time or if he/she is not satisfied with the solution
provided by ABFL, the customer can approach the Complaints Redressal Officer. The name and contact
of the Complaint Redressal Officer is as follows:

Ms. Shruti Sarraf

Email Id: grievance.finance@adityabirlacapital.com

Tel+080 4586 0196

In case the response received through the above channels are not satisfactory, they can write to the Head
of our Complaint Redressal Cell at: ABFL.GrievanceHead®adityabirlacapital.com

We assure response to letters / emails received through this channel within 5 working days.

If the complaint/dispute is not redressed within a period of one month, you may file a complaint with RBI
Ombudsman through following modes:

« Complaint lodging portal of the Ombudsman: https://cms.rbi.org.in

« Address: Centralised Receipt and Processing Centre, Reserve Bank of India, 4th Floor, Sector 17,
Chandigarh — 160017.

« Call on the Toll Free number : 14448, between 9:30 am and 5:15 pm

b. Mandatory display requirements
ABFL is compliant with the following in all our branches:
» Appropriate arrangement for receiving complaints and suggestions.
« Display of the name, address and contact number of the Complaint Redressal Officer

The process of the complaints redressal unit will ensure closure of all complaints to the customers’
satisfaction.

They will ensure that the complaint is escalated to the appropriate levels in case it is not possible to
resolve at his/her level. Whilst the ultimate endeavour is to ensure we reach a situation where our
customers don’t have to complain to senior management to get an effective redressal, we have put in a
robust mechanism to handle these complaints, review them from a point of view of understanding
reasons for the complaint and for the escalation and working on prevention of recurrence thereof.

c. Time frame

To register complaints, the customers may use any of the channels mentioned above (refer point (a) on
Internal Machinery to handle the customer complaints). If the complaint has been received in writing,
ABFL will endeavour to send an acknowledgement / response within 5 working days. Once the matter is
examined, ABFL endeavours to either send a final response to the customer or an intimation seeking
more time within one month upon receipt of complaint.

Complaints that are received at our end will be seen in the right perspective and would be analyzed from
all possible angles.

The communication of ABFL's stand on any issue will be provided to the customers. Complaints that
require some time for examination of issues involved will be acknowledged promptly.

The aforesaid policy will be reviewed periodically / revised as and when there are any new changes
incorporated by ABFL in handling complaints / grievances of the customer which includes introduction
of new grievance channels, if any.
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Ms. Shruti Sarraf
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QEFWwwlUL(DeTererr, LsMisefler Seremouilerulg WmHmih Henausenarll Lilbg Q&meTeriul L Blemeuliulg Fiflumers
Freysemer s allenraind o fluaiserme Q&ETHIGESE LGHMSE WwHMID @&6aTTe &MeusSTIsOern Fiflumars Siey
QMBS LILL G Wer(HId @) LILIGULITET @LREleney 2 (Heumsmne SHh &S LGSMmS.

@). &IT6V eUEMIT W6 M

LSTIS6TL LUHe| QFUIW, aUMQ&He&WTeriser Cues GMILULILLILLHETT aUdleaT epeunns: Q&ML Q&M6TeTeurTid (
LITUN6T0T L 6T600T (2))em6d 2 _6TeTmIHS BIFeUTsLID eN6VLD QUMIQ&HenSGWTeTT L&TT allFmyeane GmMlssLll LNfleneaull LIM@®hIgGsaT).
L&STTSHET TS SIILLTaINTS QUMLILILIQ@{GBHSTE, QUMUILILL 5 Cauemev BTL.&EHEEH6T LI6TsL16T60 alTHEHHE LIGTenTL
QUMHMIG Q&ML SMSHTET FMeiTm &Hl45S5mME el emausSRma. GMILLILL UL ®eTer eflaquwid Liflbgl QameTeriiul L
Blemeuuiley, gLilerslieTed SILOMETNNTS BIeH6T alleTHEMEGa6T QUM &EMESWTETIGHEHHEG Al masEHng 36engl
Gavild aflifleumest LMFeneaieml LiGTI&H6T Hemnl &8 @@ DM HTVEHESLLSHMNG6T Blaufss Q& ghUT(H&ameTd Q&g
lO&DE!.

GTRIGATILID Bl eSUULL USTIH6T &0 @ulel] Satananl Uflhg Q&marerlu®G&Sma mmmid el Levd
Gamevormigeflel il UL (B 2 flug Bie|sens e gmum®b QW LHSmaI.

gUleTsL16T6l eLREULDTS QUML) &HenSTETIHEEHEG 2aUTH6T A6lsHsl LesTTsele) Fflwmer UmFaealubd e epmkissL
LGSHmg. QUM ULL U&STIHET WHelev <plomsd oplilase 2 L UGss uG&earmer, wommibh WHe Calsnms
SIEMEUGHEHEHSTET LH 66T eIl eneudssll LGS eTmerr efaTUg GMILLILS S5

GG GMIULILL Ul ®BeTer umedRwmarg GMILLIL L &Teusl LEH 6 mUflEane Qe UL () HmHeHsmseT Q&L
LGSBMmg, Cuaild glleaslied eneunms LS Wwrmmhi&seT HaUUssiul @ CaFisais Qamarariu@ S eTmer, &)&er
SQUUMLUNL LBTIHET/ GHenMEHET E U eSS LeTIsHameT BlafsdH b Ufless asflalssll ul 6
&Haleflaas ] UL () SFL0MeoTmhIgH6T 6ULpmhigsL LK S 60T meor.

QS (DMHMILD QSTLFTL&&TeT auldl epeunms SQUUT LITTsésieen CHML GG QML TLG6T GLMG & MeTaTL Li(H &) 6T m 6ot
SQUUWT Lgméieen G&HIML, QU@GLUTaD LIgrhHw Qurdluilsd wlGew aleatéasalbn allaiflésabh LUM&Tmer 26060
SLT QUOILIIMESG Beormms Lflun Qumfuld Qg QsmareTlu@Hms @& &Mss elUlBseT &6 uetluiler
@ememTSSHMSH0 GUILLLL UL GeTerg. Hheueflumarg @UUIQumeard @&l Camildamnasuiler @il uiey
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UDTTH QSTLTLSH6T H6l6{155186 Q& METEHLD.

Language and mode of communicating Fair Practice Code

Fair Practices Code, preferably in the vernacular language or a language as understood by the borrower
should be put up on the web-site of the Company for the information of various stakeholders. Copies will be
made available on request.

B SLILIQWITET UL LY 6UEGeN&HLUILG S G &S LISITITE6T

gUlerslierey Wseah QUTMIGSSLIONET 2 L LM Q& TeTand:SHeneT MmN FLULGHL L hiGHm6T alHeS 2H6T 21l uiley
Qg RGBS SInmalsg o 6reng HmID QFWOLMSSIEUSDHTET &L L mgGEameTuh Bliamrwlss o drengl.
@&6T QUML) SQUWT Wgmsedy GHTL&sTar elEHWenmeaT 2 HamsslUl® Sl Uigssan Ul
QMG TmerT, @enel S LWeMEET WMMID BlIUBSHETHEHHG 2 L ULG QealeflliuamLwng QFWwWlLL (HeTers, @&ev
GeLITETGEHET QULPMHIGHFHE6) GHMIGHSH GG erflalb Qe Wme: Qe TaTlg GOILLIN_G H&H5HS5I.

Regulation of Excessive Interest charged

o ABFL has laid down appropriate internal principles and procedures in determining interest rates and
processing and other charges.

» ABFL has adopted an interest rate model taking into account cost of funds, margin and risk premium for
determining rate of interest to be charged for loans and advances.

o The rate of interest to be charged depends much upon the gradation of the risk of borrower viz. the
financial strength, business, regulatory environment affecting the business, competition, past history of
the borrower etc.

o The applicable interest rate for the exposure shall be disclosed to the borrower or customer in the
application form and communicated explicitly in the sanction letter.

« The rate of interest will be annualised so that the borrower is aware of the exact rates that would be
charged to the account.

B &L WITeT aul g NGLILG G55 6 (pemmaseT

o gLlesllerd) HhIEET BTSSP DGS SEHUIGUTES 2 6T6TTIHS Q&TETmeTHMET 2 (HeUTHS 2 6TeTgl WMHMID el L
AR smIEm6T SILTel&EHME MHMID HSMT QF LOLIHSSISE MHMID LM &L L 6w h&emeTuh SinmeallaeHms.
g6t L16T6b QUL1q &G DML M6V FMHMIS Q& TeoT(h6TeTSl, &L6ooT(h &6t alleneudener &ealaTsHH 60 C&:mesor(h), LT esler
WOHMID QUSSIE STTell&G6T HmID CeuMeTaeT L5SMeT aul g eNTGHIgG6eT STnMeflshse) MHMID L _6MeT&H6T 6reor
SADETSHMS WD G LOMel58! BlenDGaDH DE!.
ally eNPsTars &l QumGarmealflar SHErCLageflar < lilamLule Srumalsss Q&marer UGS ma
SMUUTE. gauFsefler BIFH Bleuanouiler emmey, ST, QTN LUTH &G GLLBleneussar, CUTLILGHET, HLHS
HITOVSH6) 8 L60T QLIMMEUTS16dT 26IELNenMEET LDMMID LIV S6UeTsFH60 Q& maTerLiLI(H & 6T meoT.
AP &ESULL @BHGLD el lg RS0 GMES alUTRIST SL6T QUMILAIBSEG Q&afleumssd QamaaliILBEBMmE sl
QUMY GG WITETT LIeISH 60 DMHMILD 686 &WIMET IS E65H G aUPHISLILGLWD L& HQ555 6 GMUIULLL UGBS,
QI HSLOMrS UBLTHHISHMETEH HeorsH L (h Q&MeTeTll LGIGIMS @566 aUMQ&emsWmery &iflulmer el Lg
AR sH5mS5 QA HS Q&TETEMTT MHMID 6T SHeTé:H D LD QUMMIS Q&TeTeTlLHSRMS.

Complaints about excessive interest charged

ABFL has laid out appropriate internal principles and procedures in determining interest rates and processing
and other charges. In this regard the guidelines indicated in the Fair Practices Code about transparency in
respect of terms and conditions of the loans will be kept in view.

B & LILIQUITET UL L aUEGeN&ESLILGBS SIS L|STTE6T

gUlerslierey W&a D QUTMIGSSLIOTET 2 L LM Q& TeTand:SHeneT WMmmID FULSHLLHiGm alH&HS 56T el uiley
QL 1g IR FHIG6T BTLOMeT&HS 2 6Tergl LMHMID Q& WLIH & SI6UEHMETET &L L 600THI 85 6m6T LD BlFeoor UGS 2_6Temgl. @) & 6o
e wley sQuUUWT Upmésieeu GamLsamear alFHWwenmas6r 2 (HallsaaIuUL (R Sl lgsEsabh UL(h eumS eTmer,
@enal IBWeNMEET MM BUBSMETHEEHSEEG 2 L LULG QelaflluaLwns Qawwlul@ererg, @56 Geumeraar
AIPBIGS0 GMISS Qgeflan QeleflliLeaL s meGLD eraTUg GMIULILS H5H55.

Confidentiality

(a) Unless authorized by the customer ABFL will treat all personal information as private and confidential

(b) Unless authorized by the customer, ABFL will not reveal transaction details to any other entity other than
the following exceptional cases:

« To provide the information by statutory or regulatory laws
« If there is a duty to the public to reveal this information.
« the data can be shared with the group companies with the consent of borrower

« ABFL will not use this as a reason for giving information about customers to anyone else for marketing
purposes.

B SBLILQWITET UL LY 6UEGeN&HLUILG6US G 5S LSTTE6T
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gUlerslierey Wsa b QUTMIGSSLIOTT 2 L LM Q& TeTand:SHeneT WmmID FULSH L LHIGm alHHS 2H6T el uiley
Il 1q IR FHIG6T BTLOMET&HS 2 6Tergl LnMHMID QFWLIH & SI6UEHMETE0T &L L600THI 8 6m6T LD BT USG5l 2_6Temgl. @) & 60T
SNQLILMLUNG &QUUIT LNTméies GaHML&a&smear alFWenm&EeT 2 (HalMeH&LILLER &L LNg&ESHaID UL G 6l@HS 6Tmer,
@enal WM EET WHMID BUBSMETHEEBSEEG 2 L LULH Qelellliuawnsg QawuwlUl@ererg, @&He Geumerdser
QUPMHIGSH GMISS Qgeflah QalaflliLemLwms @@L erarug GOILNLS S55S.

T&& WSS 6oTenLn

() QUMY BB WITETIE6T AFSHTTLILLTAINTS QLG 6fl&HeHTHa1enT, 67 L6rs L 16T60 aUITIY. 860085 UIT6T &6 60T & Ul el LI I & 6T
OOHMID HHEIVEHET EIGITHIGET TSI LUMSSTULUTES MaIGHHHS Caleamqulg AUFWTGSD DHMILD
QUITILILMGLD.

(@) QIMYEMSWTETIHET AB&ETTULLTNTS el Adlessrsaamy, guleslice QTTehRrHalsdT GMEs 6bhs
AlUTAIG6T WTHLID URTHS Q&TeTens dnl Mgl elearml Smlalléasll UL (BeTang), SLpsmeniln Flev @ LDBleneusaners
&6lli6S!:

Miscellaneous

Currently ABFL does not envisage lending against collateral of gold jewellery or commercial vehicle finance.
In the event of addition of these product lines, the FPC policy will be updated suitably, in line with the
guidelines laid down by the RBI.

L0 H M 6061 & 6iT

SHOUMWE guasllae Shs BOHSHEHHEG WLIHMTSH &L IPHRIGHM CFUIIS Qe 6Vl
QUEoD 1 L ILILIGT LML I M&TET  QIM&HETHBIGER6HEG BIFH aphiGagild Q. @bsL LUTTLE aflongulley  gu(hgevmer
QUL & EBLL L MBI&E Fa(lb, CLeLD 6TeUILNE LUMeIRWmeaTs G5H&S $6H60UY allangails Lasllgas omlelldssl L@,
@ st 2 iLlg QelefllIGIb FLLSHL L BISEEHG 2 L LLCL Q&g QamaTeTl L{GID eT6aTUg GMILLLE 5655
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