
GRIEVANCE REDRESSAL MECHANISM POLICY

1. Introduction

Meghdoot Mercantile Private Lirnitecl ("Meghdoot" or "the Cornpany") places the 'utmost

importance on customer satisfaction ancl the prompt resolution of grievances. Recognizing that

exceptional customer service is a cornerstone of sustainecl growth and trr-rst, Me-ehdoot is committed

to addressing all customer complaints ancl concerns in a fair, respectful, ancl timely manner'.

This policSz outlines the Company's approach to grievance redressal, ensuling aclherence to the

Reserve Bank of Indi;r's ("RBI") guidelines on Fair Practices Code ancl other relevant regurlatory

requirements. It establishes a structured, transpalent, and customer-fbcused mechanism fbr

receiving, recolding, evalLrating. ancl resolving customer con-rpliiints-whether relatecl to

Me-ehdoot's products, services, or" the conduct of its employees aucl outsoulcecl agents.

2. Objectives and Principles

The Grievance Redressal Mechirnism is gtridecl by the following objectives ancl principles:

. Fairness and Respect:

Customers will be treated witl.r courtesy, empathy, ancl failness at all times. The Company

strives to understaucl cttstomers' concerns ancl act in their best intelests.

. Transparency and Accessibility:

The channels for lodgitig complaints, the process of resolution, and the options for

escalation 
"vill 

be clearly conlmunicated to customers. Customers will be macle aware of

their rights, the expectecl resoltrtion timeline, ancl the processes for further review if they are

not satisfied.

. Prompt and Efficient Resolution:

All complaints will be acknowledgecl promptly and addressecl within a reasonlble

timeframe. Meghdoot airns to resolve most complaints within a predefined turnarouncl time,

keeping custorners iufonnecl at every stage.

. Regulatory Compliance:

Meghcloot's grievatrce redressal process aligns witl-r the regtilatory clirectives, especially

those isslred by RBI, ancl meets all applicable legal standarcls.
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. Continuous Improvement:

Complaints will be seen as an opportunity to identify areas for improvement in policies,

processes, and customer service clelivery. The Cornpany will levera_qe feedback from

grievances to enhance its practices and stren-gthen customer trust.

3. Scope of the Policy

This policy applies to all grievances laisecl by customers of Meghdoot-existing or

prospective-pertaining to any prochrct, selvice, communication, transaction, or process of the

Company, as well as the concluct of its employees or representatives.

Grievances addressed under this policy inclnde, but are not iimited to:

' Non-adherence to RBI's dilectives applicable to Non-Banking Financial Companies

(NBFCS).

' Deviations tiorn the Company's Fair Practices Code and internal policies.

' Issues with loan proclucts, intelest rates, transaction processing, clocurnentation, or

repayment terms.

' Concerns involving the behavior, attitucle, or service quality of Meghcloot's staff or

outsourced agents.

4. Grounds for Filing a Comlllaint

A grievance may be filecl if the customer believes that Meghcloot has failed to meet regnlatory or

service standards. This inclucles:

. Regulatory Non-Obseryance:

Corrplaints regarding the violation or non-cornpliance with RBI directives applicable to

NBFCs.

. Breach of Fair Practices Code:

Any instance where the Conrpanv has not aclhered to the Fair Practices Code or internal

service standards.

. Service Deficiencies:

Complaints about undue delays, incorrect charges (except for agreecl), rniscornmunication,
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operational lapses, ot' ittr-Lclequate infolmation relatecl to loan proclucts and associatecl

services.

Note: Enquiries, requests fbr inlbmation, feedback, or slr-qgestions are not consiclerecl cornplaints

under this policy. Such matters can be resolved through the Company's cr-rstomer care services

without tbllowing the formal grier,ance reclressal process.

5. Exclusions

. Anonymous or Incomplete Complaints:

Complaints that are atlorlytllous or lirck sufficient information for the Compatry to concluct a

meaningful investigation will not be consiclerecl.

. Non-Written Complaints (Unless Confinned in lVriting):

Complaints made solely via telephone will be consiclered formal complaints only if
subsequently confirmecl in writing (inclLrding email) with necessary cletails as ontlinecl

below.

6. Required Information in a Complaint

To facilitate prornpt ancl effective resolution, customers are encouragecl to provide the following

cletails when lodging a complailit:

. Full Name of the Customer

. RegisteredMobile Number (actir,e/w,orking)

. Loan ID or Reference Number

. Registered Email Aclclress

' Specific Details of the Complaint oL Issue, supported by relevant clocuments, if any.

' Other information may be prescribecl by Meghcloot from time to time.

Having complete and accLtrate infolmation helps ensllre a faster ancl more targetecl resolution

process.

7. Channels for Lodging a Cornplaint

Meghdoot provides mLrltilrle channels to submit complaints. Customers may choose any of the

following methods:
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1" Email:

Customers may write to the cledicated grievance email acldress displayecl on Meghdoot's

website. Email : shreydahlan @ n e_ghclootmerc antile. com

2. Digital Platforms (Mobile Apps/Online Portals):

Meghdoot's digitai lendirt-s platfbrnis allorv ctrstomers to submit complaints electroniciilly.

This platform triggers an acknowleclgment r.vithin three working clays.

3. Postal (Written Letter):

Customers can sencl a rvritten complaint to Meghcloot's registered office acldress. Upon

receipt, the complaint will be recordecl in a physical ol online register, ancl a Company

representative will contilct the customer 1bl verification ancl clariflcation.

4. In-Person at the Ilegistered Oflice:

A Compiaint Book is maiutainecl at Meghdoot's legistered office. Customers may visit i1

person and record their _srievlinces directly.

For follow-up queries, custotrers cau also contact Meghdoot through a declicatecl helplile pumber-

displayed on its website ancl communication materials.

8. Grievances Received via Calls

While customers may initially express clissatisfaction or concerns over the telephone, sLrch calls rvill

be treated as formal complaints only if the customer subseqtrently provicles a written represeltation

of the grievance via email, cligital platlbmr, or postal mail. This ensLlres a clear, documentecl recorcl

of the issue and facilitates a structurecl resolution process.

9. Complaint Handling Process

. Acknowledge and Record:

On receiving a complaint-throLrgh email, digital platlorm, postal mail, or in-person

entry-Meghdoot will acknowleclge receipt within three working clays (for digital platforrns

or email-based sr,rbniissions). Postal uncl in-person complaints will be similarly

acknowledged upon registration. The complaint rvill be loggecl into the Company's

complaint managenlent systern tor tlacking ancl follow-Lrp.
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. Yeriflcation and Clarification:

A representative will contact the customer (if required) to understand the complaint in detail.

This might involve leqr-restin-e additional documents or clariflcations.

. Investigation and Resolution:

Complaints that can bc resolved immecliately (e.g., informational clarifications) will be

addressed on the spot. Corlplex complaints reqLriring investigtrtion, cross-firnctional

coordination, or ve.rification rvill be escalated to the relevant department(s).

The assigned departmcnt(s) rvill tl.rolonghly investigate the cornplaitrt, verify facts, and

determine the root cllllse. They will then recommencl appropriate remedial action to the

Customer Care Team.

. Providing Updates and Final Resolution:

Throughout the resolution process. l\{eglitloot will keep the customer intormecl about:

' The expected tirrelines for resolution if it cannot be addressecl imntediately.

" Any reason fbr delays or additional requirements.

. Final outcomes once the investigation is complete.

' Meghdoot endeavors to resolve most complaints witl-rin 30 working days from the date of

receipt. If a complaint leqr-rires more than 30 days, the Company will infbrnt the customer

about the reasons for deiay ancl provide an npclated tir-neline.

. Complaint Closure:

Once the issue is resolved, the complaint lvill be rnarked as "closecl" and archived in the

Company's recorcls. Closecl conrplaints flre stored for auclit and reference, ensuring

transparency and accountabil ity.

10. Tieatment of Different Ty'pes of Grievances

. Behavioral Issues:

Grievances related to misbehavior, rncleness, or lack of courtesy by Meghdoot's staff or

representatives (inch-rdin-e outsourcecl agents) are taken seriously. Tl-re Company maintains a

zero-tolerance policy for such condLrct. Immediate corrective action will be initiated.

including disciplinary rrieasures if u,arrantecl.
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Transaction/Operational Issues :

If'an issue arises fiom N{oghdoot's operational processes-such as incorrect entries, clelayed

credits, or documentation discrepancies-the Company will rectify the error. If the issue is

due to a thircl party outsicle Meghdoot's control, the Customer Care Team will gLiicle tlie

customer on the next steps ancl possible escalation options.

11. Escalation Framework

If a customer is not satisfied with the initial lesponse ol resolution, Meghcloot provides a structured

escalation mechanism that oLrtlines tl-re next level of authority to approach. TIie escalation

framework etlsllres that unresolvecl grievances arc aclcLessecl L1t pro-qressively higher levels within

the organization.

12. RBI's Complaint Managenrent System (CN{S)

If a customer is not satisfiecl with Meghdoot's grievance reclressal process, they have the option to

approach the RBI's Con-rplaint Management System (CN{S). The RBI's CMS portal allows

customers to:

' Lodge complaints against RBl-regLrlatecl entities, includin_9 NBFCs.

. Receive acknowleclgments via SMS ol email.

' Track the status of cornplaints trsing a unique registration number'.

. File appeals if dissatisfiecl ivith the resolLrtion.

' Provide voluntary feec'lb;rck to improve the grievance reclressal experience.

RBI CMS Portal Link:

htt ps ://cms.rbi.or g.in/cnrsll nrL:.llla$q.t sltl

Self-Guide Video Link for Filing a Complaint via RBI CMS:

Customers rnay consider approaching the RBI CMS if they remain dissatisfiecl with Meghcloot's

resolution aftel exhausting the escalation channels within the Cornpany or if they have not received

a reply within 30 days.
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13. Review and Reporting

. Complaint Revielv Cornmittee:

Me-ehdoot's Complaint Revier,v Committee will periodically (at least qr.rarterly) review the

nature, volume, and resolution clLrality ol cllstomer grievances. The Committee will evaluate

trends, root causes. ancl r"esolution timelines to icletrtify areas for imploventent.

. Board-LevelOversight:

A consolidated relrort of grievances r.vill be sr-rbmittecl to the Board of Directors on a

half-yearly basis. The lloarcl rvill revierv the report to ensure tl-riit the grievance reclressal

mechanisrn is fiurctioning e{1tctively, is compliant with regulatory _eLridelines, ancl is

sensitive to evolving custorner neecls.

. Statutory Reporting:

Meghdoot will miiintaitt comprehensive recorcls of all conrplaints, incluclin-q their nature,

resolution time, aud outcotne" It will enslrre compliance rvith statutory reportin-e obligatio.s

and share necessary data with legulators or auditors, as requirecl by law.

14. Timeframes and Exceptions

. Acknowledgment:

An acknowledgment of receipt will be provided rvithin thlee working clays for cornplaints

received digitally (email/ontine). Postal ol in-person complaints u,ill be aclinowleclgeclupon

recording.

. Resolution Goal:

Meghdoot aims to resolve most complaints within 30 working clays from receipt. If the

complaint is complex aud recl.tires more time, the custorxer r,vill be infolrnecl about the

reasons for the delay ancl tl-re revisecl tinteline.

15. Continuous Improvement

Meghdoot views customel cornplaints as valuable t-eedback. By analyzir-rg complaint clata, the

Company identifles root caLlses and unclertahes corrective ancl preventive measures to improve

products, services, and internal plocesses. Tliis approach ensLtres that the Grievance Reclressal

Mechanism evolves continually, meeting custorner expectations ancl regr-rlatory stanclards.

16. Confidentiality and Data Protection
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Meghdoot respects cllstomer privacv ancl ensures that all personal and sensitive information

disclosed during the grievance handling process is used solely for investigation and resoltttion. Such

information is plotected in accordance with applicable data plotection laws and the Cornpany's data

security policies.

17. Communication and Arvareness

The Company will dissen.rir-rate inlbrmation about its Grievance Reclressal Mechiinisn-r tl-rrough

multiple channels, including:

. The Company's officiai website. where contact details, escalation points, ancl the complaint

registration process ale promir.rently clisplayed.

. Customef communication rnaterials (loan agreements, welcome kits, ancl brochures).

' Training programs fot etnployees and outsourcecl agents to enslu:e that they understand the

policy, its importance, ancl their respective roles in execr-rtin_9 it.

18. Policy Amendments uncl Updates

This policy will be reviewecl per:ioclically to incorporate changes in re-eulatory requirements,

industry best practices, and insights gleanecl from complaint analysis. Any amendments to this

policy will be approved by the Boarcl ol Directors and communicated to customers ancl staff as

deemed appropriate.

Conclusion:

The Grievance Redressal Mechanisrn Policy o1'Meghcloot Mercantile Private Limited unclerscores

the Company's commitment to lespectins cnstonler rights, ensuring tin-iel1, ancl frrir lesolLrtion of

grievances, and continuously improving its services. By adliering to tl"ris policy, Meghdoot aspires to

foster trust, reinforce its leputation, ancl delivel supeliol customer experiences that align with the

highest standards of fairness, tlunsparency, and legulatory compliance.

Effective Date: 20th June, 2024

Policy Owner: Meghdoot Mercantile Private Limited
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Review Frequency: At least annually or as recl,rirecl by regulatory changes and internal

assessments.

Fa IEGHDOoTflERcAilTItE (P) LTD'
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