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1. Introduction:

The Reserve Bank of India had issued a Circular, no. RBI / 2011-12 / 470 DNBS.CC.PD.N0.266/03.10.01/2011-12 dated 26th March, 2012 regarding Fair
Practices Code (FPC) to be adopted by all NBFCs while doing lending business. Midland Microfin Ltd. (MMFL) is committed to dealing with its
customers in a fair and transparent manner. As a Non-Banking Financial Company (NBFC), the Company has put in place a Fair Practice Code that
incorporates both the RBI's guidelines on fair practices for NBFCs, as well as other self-regulatory organizations.
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The Fair Practices Code was further updated as per the Non-Banking Financial Company - Systemically ImportantNon-Deposit taking Company and
Deposit taking Company (Reserve Bank) Directions, 2016.
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According to the latest RBI Circular, Master Direction - Reserve Bank of India (Regulatory Framework for Microfinance Loans ) Directions, 2022
Circular, no. RBI / DOR / 2021-22/89 DoR.FIN.REC.95/03.10.038/2021-22 has mentioned additional guidelines on conduct towards Microfinance
Borrowers.
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2. MMFL's commitment:

2.1. To act honestly, fairly and reasonably in conducting microfinance activities and to deal our customers on the ethical principles of integrity and
transparency.
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2.2. To not discriminate against clients on the basis of gender, race, caste, religion or language and to treat all the clients consistently and fairly.
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2.3. To prominently display the Fair Practice Code in vernacular language on the notice board at the Head Office and all the branches, and put systems
in place to ensure compliance. Moreover, MMFL always welcomes new ideas and suggestions from its clients. For this, the suggestion boxes are

placed at the Head and Branch Offices.
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2.4. To ensure transparency in the maintenance of books of accounts and disclosure of financial statements by qualified auditor/s.
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2.5. To place before the Board of Directors within 2 months of the end of every half financial year as on September 30th and March 31st, a
Compliance / Management Report indicating the extent of compliance with the Fair Practice Code and the functioning of Grievance Redressal
Mechanism (specifically indicating any deviations and reasons therefore) as at the end of said half financial year.
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2.6. The Code will be publicized by us through our website in English and vernacular languages.
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2.7. MMFL shall disclose pricing related information to a prospective borrower in a standardised simplified factsheet. Any fees to be charged to the
borrower by MMFL and/or its partner/ agent shall be explicitly disclosed in the factsheet. The borrower shall not be charged any amount which is not
explicitly mentioned in the factsheet.
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3. Applications for availing loans and their processing

3.1 At the time of applying for a loan, the applicant is fully appraised of the terms and conditions attached to the sanction of the loan through various
meetings, so that she/he is able to make an informed decision.
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3.2 She/he will be given the contact number of the concerned Centre Officer and Branch Manager from whom she/he can enquire about
developments in the loan process.
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3.3 The credit application form of MMFL seeks detailed information about the borrower and his/her family including their financial means. If any
additional details/ documents are required, the same shall be intimated to the borrowers. The need for such information and documents shall be
explained to the customer and reasonable time shall be provided for submission of the same.

fAsels ASHIh fad. garT IR %o JeidT 3R 38¢ aRar & @rY-ary 38% i didal & @6 &7 aged S giad & Sem | g @ 58 @
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3.4 As many customers do not have documents to support all the information, information is collected through a personal visit, observation and
discussion with the customer. Subsequently, MMFL seeks an appointment at a convenient time for the client to complete the credit application
form.
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3.5 Information so obtained is used by MMFL to take a credit decision and enables both MMFL and the borrower to exercise caution in respect of the
amount borrowed.
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3.6 MMFL undertakes to give to the borrowers, an acknowledgement of the receipt of all loan applications and to convey its decision to the applicant
within 30 working days after the loan application form is completed. (A form is considered complete once all information has been duly received and
filled in, and required documents have been submitted and found acceptable).
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4. Loan appraisal and terms / conditions

4.1. MMFL places great emphasis on explaining all terms and conditions orally to its customers at the loan disbursement stage by way of a pre-
disbursement session. MMFL shall also provide 3 days mandatory training to its borrowers free of cost and also make the borrowers fully aware of the
procedure of availing the loan.
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4.2. To reinforce the understanding, the terms and conditions and responsibilities are reiterated at the time of application, sanction and
disbursement.
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4.3. The terms and conditions explained to the borrower include, but are not limited to the following:
FUTEIAT & THETS 315 e 3R od & eafaf@a ard s anfier g, ) a8 daer I8 a& & difAa w181 gr-
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a) Compliance with KYC guidelines of RBI.
Rota d% H.ars. dr. Reraar v v
RBI-9F KYC iR (o7& &

b) The manner of repayment of the loan.
FOT T SN T dehT
Yo AHCMER T&ho|

c) The fact that each member jointly and severally guarantees the liability of the other for repayment of the loans of the other group members.
g SR & o Icdeh Herg fAel 3R argt dk @ 9 & @l Fewdt i fhed i aradlr g SRR g |
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d) Theloan amount and tenure, rate of interest, method of application as well as other charges
FOT Hr TR, HOT T T, ST T 3, 907 2 1 alemr 3R 3@ Gra-ary 3R dn
CIGERKIERICIRE N C RN (CE R AT CLICE BE R CEUE C e oI )

e) The frequency of repayment - whether weekly, fortnightly or monthly.
FoT i el arcarRsd, dgg AT ag a1 Afde 3muR 9 gl
SO BERH - NERs, NMEF I THF @F|

4.4 MMFL undertakes to give due notice for any change in the conditions of the loan specially pertaining to interest rate and periodicity, quantum of
installments and tenure of loan/(any changes in the loan process/procedures)
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5. Disbursement of loans including changes in terms and conditions.

5.1. MMFL informs customers clearly about all the terms and conditions of the loan, the advantages of timely repayments and the consequences of
non-repayment of outstanding loans.
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5.2. The Company 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. The Company shall also ensure that changes in
interest rates and charges are affected only prospectively. A suitable condition in this regard shall be incorporated in the loan agreement.
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6. Recovery of Loans

6.1 MMFL will ensure that its decision to recall/ accelerate payment based on performance is in consonance with the loan agreement.
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6.2 In the matter of recovery of outstanding dues of its borrower, MMFL does not resort to undue harassment viz. the use of muscle power for
recovery of loans, etc. MMFL also ensures that it does not charge any loan prepayment fee and/ or penalty to its borrowers for delayed payments.
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6.3 While enforcing its rights as a lender strictly, MMFL believes in polite language and abjures the use of abusive and harsh words. MMFL is
accountable for preventing inappropriate staff behavior.
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6.4 MMFL undertakes to release all securities if any on repayment of all dues or on realization of the outstanding amount of loan, subject to any
legitimate right or lien for any other claims it may have against the borrower.
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6.5 If any 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 MMFL is entitled to retain the securities if any, till the relevant claim is settled/ paid.
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6.6 Recovery shall normally be made only at a central designated place. Field staff shall be allowed to make recovery at the place of residence or work
of the borrower only if borrower fails to appear at central designated place on 2 or more successive occasions.
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6.7 The Company shall ensure that a Board approved policy is in place with regard to Code of Conduct by field staff and systems for their recruitment,
training and supervision. The Company shall lay down minimum qualifications necessary for the field staff and shall have necessary training tools
identified for them to deal with the customers. Training to field staff shall include programs to inculcate appropriate behavior towards borrowers
without adopting any abusive or coercive debt collection | recovery practices.
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6.8 Compensation methods for staff shall have more emphasis on areas of service and borrower satisfaction than merely the number of loans
mobilized and the rate of recovery. Penalties shall also be imposed on cases of non-compliance of field staff with the Code of conduct. Generally, only
employees and not out sourced recovery agents shall be used for recovery in sensitive areas.
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6.9 MMFL has a mechanism for identification of the borrowers facing repayment related difficulties, engagement with such borrowers and providing
them necessary guidance about the recourse available. The details of this mechanism shall be provided to the borrower at the time of loan disbursal.
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6.10. MMFL will follow below guidelines related to recovery of loans. Recovery will be happened on centrally designated place mutually agreed with
borrowers & RE (Recovery can be done at door step if borrower fails to appear at the central designated place on two or more successive occasions).
MMFL will not engage in any harsh methods towards recovery. Without limiting the general application of the foregoing, following practices shall be
deemed as harsh.
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e Use of threatening or abusive language / &H$T &e1 dTell AT 37375 HIST HT GAI/ 23S T SNSRI SRF IR

e Persistently calling the borrower and/ or calling the borrower before 9:00 AM and after 6:00 PM / #9igR &1 oeTdR BlsT e
3R/AT FHSER H g 900 Tl F Tgel 3N ATH 5.00 T & TG el FAT|/ FHSTOONS ITAVONT T FA1 99/ YN 1T
9:00 AM 232 &I 6:00-9F AE 9 FATI

e Harassing relatives, friends, or co-workers of the borrower /&R & RAERT, Al AT HEHAAT T WA FIAT/ATIHOT AT,
TR A RIAE AN FAT

e Publishing the name of borrowers / IR & AT FT FHIR/AA| / FTIZCT@T 1 FIFPT F7 |

e Use or threat of use of violence or other similar means to harm the borrower or borrower's family/assets / reputation / 3aRe&dT
A1 YRS & IRARN FUf gfcsar @1 ol Tgar & AT /AT a1 3ed TAT A=A HT IGAT A7 IGAT A B GAR |/ 3ers3er AT
Yo ARIMEI TGT A 7% FAE Ol WRTST AT S @ SN A I JIANEA QNS |/ AT AT 31 sf7ene
FAE AFAfS T Aaadens [Tae FaT

» Misleading the borrower about the extent of the debt or the consequences of non- repayment / FolGR HI ol I AT YA o

el & GROMAT & aX H IERIE HAT/ JOF AT 7 ACTY A1 S AfAS T yersione mm 47 |
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7. Client protection principles

7.1 MMFL will take reasonable steps to ensure that credit will be extended only if borrowers have demonstrated an adequate ability to repay and
loans will not put borrowers at significant risk of over- indebtedness. Similarly, MMFL will take adequate care that non-credit financial products
(such as insurance) extended to low-income customers are appropriate.

e Fg Tehlell Tellel g TFATRY SR et 3ol & RO dhael ol AT Y I HOUTETAT & SEAT el 1 ST&Y Aegdr 1 Fqd fear gr 3R foradr off TE
FUTGTAT FT AT SRR FolGRT T N Tal IST AR S RE HUAT 37 a1 7 ot AT earer IWN fF e 3meAe arer angahl & HoT & agd o
3cure (AT & d ) @) 3RT &7 § @il & Tl

YIRS AT AFOMEF g FFel Iwfq FAE 9T AT TOInA AefAe ATFOF SERAL JHE© (FIE a1 ©f e FIF 5 MMFLIETHO T0ET @@
AFFSIE, MMFL 1@ T8 (@ (T FA-(FG6 AMYF A3 (@ Fhan) fay-on@q aremwa o) e S e |

7.2 The pricing, terms, and conditions of financial products (including interest charges, insurance premiums and fees) will be transparent and will be
adequately disclosed in the application form understandable to clients.

faeir 3cumel (sarer @9, e, s 3R 3= Bt |fed ) ar Hea FURor, e 3R ot aneelt g iR faeios 7 et & wweT e arelr ST sHeT gerar
gt ghem|

AMRF o (77 O, T, AR a3 e % WR) q1 O e, EET T 9 TRIeE TE @R1 A% s fifde s w4 @)

7.3 The privacy of individual customer data will be respected, and such data cannot be used for other purposes without the express permission of the
customer.

el off armesh 1 TS SIAehRY &1 GEATT T ST 3R 50 @ FfA SRl 3R T 3R & 91 377 fhdl Fehae g =l sl S|

ToF TREFF (GO (PAITSNE U FAT 3E, 932 I3 4@ (S TREF ™8 Aife =Gl I SeT HIXE FAT IEF 71
7.4 MMFL is accountable for preventing inappropriate staff behavior.

T & Ield FAeR Fl Pohed @ HU=1 TFAGR €

MMFL SPR[E FMOE SR SFSENET S 7,

8. Regulation of excessive interest charged by NBFCS

8.1 The Board of the Company shall adopt an interest rate model taking into account relevant factors such as cost of funds, margin and risk premium
and determine the rate of interest to be charged for loans and advances. The rate of interest and the approach for gradations of risk and rationale for
charging different rate of interest to different categories of borrowers shall be disclosed to the borrower or customer in the application form and
communicated explicitly in the sanction letter.

mwaﬁémmé@%dﬁaﬁrw,nﬁammmaﬁtmﬁwﬁngwa:ﬁeamﬁhwﬁhaﬁn%ﬁvw
&1 e fAURT | saeT X AR SAA & wAleerde & fov givehior AR SURSA3T T faffie A0t & [T 3reer-37emr sarsl e agele & e
SR AT AMEh H 3Hdeet 97 & Gehe har Swen 3R wdispfa 7 # Tuse &9 & haa fhar S|

@R @6 30 JUF TE GT TR FAE@ ANGE IRASF (T 2@ 47, MIA 9k JF AEm [{FEea FE a3 AT 93 ARG SN 6 FAT @A
TF fAHET FAE [F W aR T (AT TN Tafe 4R [{Afew @dE adeRiemd Fw (6T JE ITF B IR AfGFel A@TETE AdaRtel I TR
FI® TITT FA1 [ 9T SeEE ESNT FAE IJ|

8.2 The rate of interest and the approach for gradations of risk and rationale for charging different rate of interest and other charges , shall also be
made available on the website of the Company or published in the relevant newspaper. The information so published shall be updated whenever
there is a change in the rates of interest.

SIS &Y AR S@A & Soordel & AT Tfehor 3R sarer i f&fdest e 3R 3107 Yoo A1el el & T @1 o ol T dedrse W 3Uelet] FIRAT ST AT
T FATN 99 A GHRI fFar STean| 3@ JR GHiRid Feer @ Sid o sarel a3 7 qRade giar §, Hehde fhar S|

YA TE A% JFF (EeE I gfgefs aak [Rfew s[rE @ 9 @y 5 (F8FE IFS @FPiaE S@ANREG AT AW MAMIE FFIe @ S[E AR
AHIS@F T BSTE TFITe ©Ff APNSE F41 J|
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8.3 The rate of interest shall be annualized rate so that the borrower is aware of the exact rates that would be charged to the account. Any change in
interest rate or any other charge shall be informed to the borrower well in advance and these changes shall be effective only prospectively.

SUTST &Y aTf¥eh &Y gl clfeh SURehcll T Hh &I & aR A Tl &1 Sl T & T HT SM0N| AT &7 AT TR 30 Yooh A g o IRATT SURSHT 1 30T
9 ¥ giaa fmar e AR A 9Rade Fae @fad €9 & germer gl

YOE TE AAF T © @ M@ ARl WIS T TE Thed A AT MFECo b FA FE| S[OF TF AT W (FNAT GG (ST AFI6T 6T (@R
YoIFeIE TEET TE AT 9% ARIOAST BYE WREE INFE &I

9. General

9.1 The FPC in vernacular language shall be displayed by the Company in all its offices including corporate office, regional and branch premises. The
same shall be put up on Company's website for the information of various stakeholders.

FPC T TUTAT TS H YT ganT HidRe e & 3R arar gReaw afgd 3 st st & wefifa frar srwem 3@ Affes Rauret i e &
T &Usir $r d9dBe W 3Tl SATaT|

A%fTF ST FPC @EFfE FCNEE A, T 4T MY a5 ¥7 o TN af%er wife 3@ aft fAfey chsmamma o@d o (FPEg SEITRG (Wa AT
q|

9.2 A statement shall be made in vernacular language and displayed by the Company in its premises and in loan cards articulating its commitment to
transparency and fair lending practices,

T JI TR AT A f&ar S =@nfge 3R Soelt ganr 3roe aReRt 3R %ot #ref 7 arefRiar 3t 3 3ur gunsit & 9fa smoel gfdecydar & sged s
U Yafdid fohar e =nfee,

236 {Ffe FAT SAF ©fF Fa1 7@ 4T @FPEE TE ©OF J5@ AR AT ING 0o @ IM© ROl I TR ICF JEaEd gfs oF afewfe aFrr Fa1
%,

9.3 Field staff shall be trained to make necessary enquiries with regard to income, expenses and existing debt of the borrowers.

o8 FIH H SURSAIH H 31T <77 AR AT Fol & JaT H HEeTF [BdS Hel & foav gRIfEa frar sweem
JTIROIUE A, FF 9 O 3F AT TAEAT IPIF FA© AP INOR AT (87T XJ |

9.4 Training if any, offered to the borrowers shall be free of cost. Field staff shall be trained to offer such training and also make the borrowers fully
aware of the procedure and systems related to loan other products,

SURSAISNT HI AT ST aren gfNetor, afe 1S &Y, ¥:qeh g1l Fles T&H A 58 e H TRAGTT H 9l a3t & v gfferd frar smeer 3 suradis
ROT 3+ 3cural § Hafta ufhar 3R gonfodt @ qff avg 3raerd s S|

afrgel, I ATE, YOI (WS X AP M @ FM 93 YA AFG IS T AP FAI [ 9T AATIONTH AT 8 SR Ty AP
AFAT 9 T[T TE AR S@ARe FAT A

9.5 The effective rate of interest charged and the grievance Redressal system set up by the Company shall be prominently displayed in all its offices
and in the literature issued by it (in vernacular language) and on its website,

el ST &3 3R el ZarRT TATRIT Riehrad Aaror yorel & sash @sh srferdl 3R g8 gart S Arfgcy (FUrE oo #) 3R 3@ dq@rse W THEd
T vefia frar srwem)

@l 7 fodfifae Jua s 79 a3 Afe@rsl faeifs T o e afey a3 afbd TET S FA WfRees (SrRfe SEE) a3 97 S@ANRG el
e =,

9.6 A declaration that the Company will be accountable for preventing inappropriate staff behavior and timely grievance Redressal shall be made in
the loan agreement and also in the FPC displayed in its office/branch premises.

T HIVOT & el 3T HAARAT & FagR A Aehel & AT STaracs el 3R #8787 W RIS Haror %01 gasid # iR s8¢ SRy aEr gReR &
e fia ThdRy & of fFar Srwem|

2FH @R @ FPNE TPEE FNGS 6T MSEET TN 7795 YFE AR Ao ASAEE o8 30 §fFe a3 oF AwH/ M B ue FPC(S FAT
&I
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9.7 The KYC Guidelines of RBI shall be complied with. Due diligence shall be carried out to ensure the repayment capacity of the borrowers,
HRAIHE & harsdr el &1 qreret fhar Sean| SURSAHT S gehrcd efdar Aaead wiet & fav sfaa ameaureh st smeeh|
RBI-AF KYC ATf@ (M oo T@| AaRiemd AECMEd $Nel [dfce FaE o INRAY M 741 37,

9.8 Insurance of non-credit products shall be with full consent of the borrowers and fee structure for such products shall be explicitly communicated
to the borrower in the loan card itself.

A-f3e 3curel A S AT SURHASHT Hr qof geAfa @ gem 3R & 3curel & AU Yook T H HOTHS F  SURSA B TOSC T @ gRAIG g Sreem
FA-(FG6 NS I Ao oo FHfere @ 4T A% T TNSFE Ty 5 FHEN RENF (9 INER IT=VeF IR @ 2J|

9.9 All sanctions and disbursement of loans shall be done only at a central location and more than one individual shall be involved in this function. In
addition, there shall be close supervision of the disbursement function,

Tl Fipfaar 3R 0T T HIATROT Shdel T HGg T R hdT SN 3R 58 TARE A Th 4 3 FfFd A gl $Hh Helar AR FARE HT Hel
[GERC IR

o e

TS AR AR AT [Foad sywE 136 FEE ITHE FA @ 4T AFET e 2 TRTE S VRFE| STFF, [TogT FRTER AT owEdE 09,

9.10 Adequate steps shall be taken to ensure that the procedure for application of loan is not cumbersome and loan disbursements are done as per
pre-determined time structure.

g GiARYd a3l & T 9T e 3SIT ST o HOT & 37Tdest T ishar sifgrel #gr § 3R 01 faewor qd eiRa @@ @7 & 38R 6 s gl
JEF IMETEI THe IO od 7 W AR TH-AH1fFe o FEEN S A0 [Fead Fa7 27 © e FaF o TG TET @8I |

9.11 MMFL refrains from interference in the affairs of the borrower except for the purposes provided in the terms and conditions of sanction of the
loan (unless new information, not earlier disclosed by the borrower, has come to the notice of the lender).

FYAT FOT FASHT & ATAT 3R erdf 7 ye U 7T 3gedT I BISaR 3URSAT & AFHGT H gEAST & I ARV (I doh o 75 SAThRT, ST Igel IURAT
CART Yehe g1 & STl §, §AN & & 30 § |

YT AR TOREAI® Twg v Fote MMFL 3T AT WHT F1 @ 78 @ (IM a1 Tgd o, IR0 TE ACI TITT FAT 27, dmro
TS SACT) |

9.12 In case of receipt of request for transfer of borrower account, either from the borrower or from a lender which proposes to take over the
account, the consent or otherwise i.e. objection of the MMFL, if any, would be conveyed within 21 days from the date of receipt of request. Such
transfer shall be as per transparent contractual terms in consonance with law.

SURT § SURD & T & FEARYT & U 3R TS gl & HAHS H FgATT A1 3T, Huell T 9T, I IS g, e ured gl 1 ali & 2 feat &
i) g 6 SITwam TAT TATAIROT Hlfe & 3He]&d ReRll didercds ordl & 3Tar gl

YIRS FIOT TI[EI Ty @ TMIF (HA, 2 ISR IR (AF JT (FAS HTTOR IR (W@ AT OG0 (VSTF V@ IF, T AT AT (T
MMFL-97 9=fS, I 21, Oy (3@ 21 i@d Sy ST 3@ @y Nfed1 93 7@ TARd JREE T T o T §fed TR S I@|

10. Disclosures

10.1. The Company shall have a Board approved, standard form of loan agreement. The loan agreement shall preferably be in vernacular language.

HUAT & U Ueh @15 SaRT AN, HOT FASNA HT ATh & gH1T| HOT FHA HUATT: TAET o & g,

FPfaE a3t @6 e, 39 §fET I B AFE1 AT §(fEh A sRE e 1@
10.2. In the loan agreement the following shall be disclosed
®UT @ASd A Refaf@a & gerar B sreem
39 g faaffRest ger $a1 [
a. All the terms and conditions of the loan,

0T & g3t g 3 o
YT FFT TS 3 TS,
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b. The pricing of the loan has been separately provided in the policy on pricing.
Hog Auior fifd & KO #1 Hed HUROT @ F Yar fhar I gl
I fo@er Jifste AeE [ AT (W3 @RI

c. Penalty, if any, for delayed payment shall be applied on the overdue amount and not on the entire loan amount,
faeif®ad st & forw Saien afe s g, 3ifded TRT X F@mmar Sieen & f& Fgol %ot AR
(TN, I AT, e YT TN SSRGS PO SFF TS 7@ 978 Y (M IR T 77,

d. No security deposit/margin is being collected from the borrower,
SURET & IS FI&T STAT Afolal =781 forar S T Bl
YOI IR (V@ (@A FGPHET AT/ NET Tz FH7 = ),

e. The moratorium period between the grant of the loan and the due date of the repayment of the first installment.
®OT & 3fefelel 3R ggell e & qeeiordier 1 &7 fafy & o srfeeuere i
I WY 9w g By AfEemeE Sifie eifsem wey fres seEaE|

f.  Anassurance that the privacy of borrower data will be respected.
T 3R o IURSFAT 3T FHT MIYSAIAT FHT TFATA T ST
3% AT @ YTITSR (GOR (TANTSNE T FAT J|

10.3. The loan card shall reflect the following details:

FUT F5 AFAfaf@d faaRor geitia Hem:

@@ 16 faaffe Fpm Fagd sfewfte FaE:

a. The effective Rate of Interest (ROI) charged
AT SATST &3
SOE ST T (RO B FAT TR

b. All other terms and conditions attached to the loan
®OT ¥ 3 3= @l e AR ek
JCF MY TIE o T oA

c. Information which adequately identifies the borrower and acknowledgements by the Company of all repayments including installments
received and the final discharge
AT ST AT ¥ FURT H Ggdled Al § 3R HeAr garr gredt fnedt 3R 3w serarer afed wel sgerret v drarehr &
O I ST IITFO@ e FE I (FF $6F 17 B 9w OB SR q7 Y T fIE FE

d. The loan card shall prominently mention the grievance Redressal system set up by the Company and also the name and contact number of

the nodal officer.
RUT 1S H A GaRT T RISRIT HIROT JoTTell &1 7@ &9 § Seo@ gHN 3R Alsel ISR &1 7137 AR Fuh #7a7 o
@ FE @FPAE 7E dfofPe Ffe@s Jfoangd T3 932 (ST ABAET 9 3 (IFNIAEE 799 SEN e 1T

e. Non-credit products issued shall be with full consent of the borrowers and fee structure shall be communicated in the loan card itself.
ST T 310 3R $hisT Seure SR & qul Fgafd & glil 3R Yook AT 1 HOT H18 A & Fhaa fhar seem|
IS AT-(FG6 NS Ao oy wHfere @ Ak 5 FPET AT FNET TAC© R

f.  All entries in the Loan Card shall be in the vernacular language.
FoT w15 A gl wfafSear T smar & ghem)
@ FET T AfF THT ST TG T
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11. Grievance Redressal Mechanism

11.1. The Company has adopted Grievance Redressal Mechanism. In case a Company's staff is involved in any kind of misbehavior, disciplinary action
against such staff shall be taken immediately. The entire grievance related to staff will be taken through grievance.redressal@midlandmicrofin.com
and also through the contact number 01815085555 and 5086666.

fAsdls aAsmitha faffes @ Riedd Haror & AT vh oF arr § S S #1 T Rl 7o egagr # A gl 58 T e & favey qid Hrdars 1
SN Tor O GEfRT 3 dtE T AT [RaRT grievance.redressal@midlandmicrofin.com 31T &t 57§ 0181-5085555 3iiT 5086666 CART geol Far S|

@Ef Sfe@s faeifs T oz FE®I I @ @FEA FNAT (@A HTEE ATBACE T ST© A, ORE 93 47@T INOR [T AFTE MRS
T[T (FS8TT @ FAOE Y TFE TS AfSETST grievance.redressal@midlandmicrofin.com 493 (JTMATST 99 01815085555 A% 5086666 4F AT (43T (S|

11.2. All the branches have suggestion and complaint box in their premises where customers can make their grievances. All the customers have
access to higher level staff (i.e. Branch Manager/ Cluster Manager) to highlight and discuss their issues/ grievances. The senior staff at field level has
been empowered to take certain actions/ decisions to address the issues/ grievance of our customers immediately. Moreover, Register of Complaints
is maintained at Head Office where all the grievances / complaints are registered.

Tt srEt 3 gena Rwr AR Rera ofeat Hieg § St aeE ganr el R 3R gee 9’ o7 @ed §| aRage # scaftwiaEt (Fae & d w® o
ﬂﬁ?ﬂwﬂm)quﬂmmaﬁsw;i‘rwwﬁ/%mﬁw%awﬁﬂ%?wﬁmgaaﬁmammﬁwmwmww
aRss FB H WX ATEH B FHAEANT / Riwrgedt T Gl HIars Fia Byl A & AR & 2 &1 5608 937 a9 75 & & &5 3nfrw & Rewraa @ w@n
ST &, STt I Risrad gor g 1

T TE SI0E A AR AR ASETST I TA@ @@ TRFAT SI0E ASETST SATS MET| T TRIGE S0 ST/ ASEST TRARG AT ACGAT FAR
T T JEA FA@E (TG TR FIFAF/ FFOR MESH) AT AR ANGH TRIGH T/ AT THE FAF e M9 I fazg sHma [Fg
TAEE/fTER (FSAF Fol (W8T AR ANFF, IS (FFOE @G ARG THMIFS FI T (T T3 afe@sr/Afe@e fafae 271

11.3. In order to ensure that all the disputes arising out of the decisions of the Company's functionaries are heard and disposed of at least at next
higher level, customers may contact the Grievance Redressal Officer as follows-

AT & FHARAT & A & FANS F AN W @3 g ared et off g & el i gaars 3N [Auerr F7 F F7 307 SRR & &R W IH =
F v age Arafai@a Rema Farer 3R & gud a1 Taha:-

@FPfod FHFOE NHET 6 Sgo TNy [NE S@e 736! T& I@ CTAT 932 fefs 721 @m ©f fffse 3@ o, aesal fAeeerd afeans faetfs
FAFEIT T (TSNS FA© TN -

Customer may send a letter to:
Mr. Amitesh Kumar / 3T 31faaer i”TH'IT/ it SIfce= AR
COO0 & CFO
Grievance Redressal Officer / fr—Ia AaroT 31/ fe@sr s FFor
Midland Microfin Limited / fAsds asshiftha foacs/ froms TR FRiGe
Fifth Floor, The Axis, BMC Chowk, GT Road Jalandhar 146001 / gr=ardY #faier, & werfag, S.ua.dr. i, STeeer/
PN ©eTl, w5 A, (9N o7, 6 @ ST v8uoos

e-mail- amitesh@midlandmicrofin.com

11.4. All the grievances will be addressed by the Company within 30 days of receipt of grievance.

RIS wred gl & 30 &l & o &uelr garT &@sft RiserIal &1 gdrers fhar Jreen|

SIferrsT FfFT 30 e A& (@FENfag T TN ASHEE T FH1 3|

11.5. It shall be the endeavor of the company to resolve the complaint on the priority (not later than one month) to the entire satisfaction of the
customer. If the complaint/ grievance is not resolved within one month from the date of receiving the complaint/ grievance, the customer may

contact the Nodal Officer of the Reserve Bank of India as per following details:

e T TG JA B T el off Riprad &1 [A9erT ggel & 3MUR X g H 0 TGS & AR fFar s (Sifed e o dXe v @ & < 4 @t gham
S RIsprra &1 et R Ao & T #g & iR 781 giar af ags Rord S 31 33 & el Ul @ ) o 37aR Hush wT FhaTl &-
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mailto:amitesh@midlandmicrofin.com

TREH T TS Ty AMEFH Sfate (T ST AN FAE Tohy (PPN SERT NFE, T ASEST AT 95 ACIF HE IS
TN 1 T (@ (@2 9F eE @ 7 7@ 9 9 G Sl RNE Im a% T (T AfeTEd S (@A FEe M@ -

Sonfe (Cf6 (TNET MESF - (ST AT
QARG 37T DNBS, RBI, (T%F 17, CT &3, 531516
MG J574. 0172-2540350

PR EG dnbschandigarh@rbi.org.in

12. FEEDBACK MECHANISM

Midland Microfin has started toll-free Customer Service Helpline (1800 137 0600) for its customers The Company's Customer Grievance Redressal unit
was restructured to redress the grievances at three level mechanism in tune with RBI Guidelines. A Grievance Redressal Committee monitors the
implementation of customer service measures periodically and looks into the customer grievances and tries to resolve them efficiently. The Company
has made all the efforts to provide maximum customer satisfaction.

fAscls ArgRIfther & 3raat el & fAT Sor-ihr Age VT godeise (1800 137 0600) YE HI g1 U & Ageh RAbrad HaRor gar$ &1 R3S
feenfardel & 3TeT et TG oF # Rebrgdl & fdaRer & foav geeifea fhar @ or| v R Harer afafa @@g-a6g «© ags dar
39T & wdleadsl &I HIRET Sl § 3R argent 1 Rl i 2@t § 3R 3¢ FAIA s §ef A 1 TIH A g1 Sl o Ifeehas
IMEF HIRE ve e & fow @ wama fo €

omT TMR@EHT oF TRFGd % G- FFoma ST (F@MRF (1800 137 0600) BF FER®| @FPNAT IxF Afe@IST fo9fs 3TAGE RBI
TR TP fod IE T[T ASEANTH AeINET Ty A5 FAT T@=T| 936 AMS@ foerifs b AAwE TR_S *{E T3
IFIF “HEAFT FE@ 9T TET AR (Y 9T "FeF N TNNF FIF (G I@I @FPAT TS 97T TF g Tl STNF - AET
FEE

13. Review

The Board of Directors shall periodically review the compliance of Fair Practice Code and the functioning of Grievance Redressal Mechanism once in
half year.

3a g, sgaeIe HAET Y urelel R Riswad Haror & f FRaeRY f el AT-7T W § 3% ST gar’T H e

FHETAT % AT I TG AFIE FIF WFOT (T TI6 932 AfS@ST fFo4s T[99 FFMHe! "o FaE|
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