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Saija Finance Private Limited

SFPL being a focused NBFC-MFI, empowerment & excellence service to under financed/non financed, clients is the most
important tool for sustained organizational growth. Ever since inception, Client Satisfaction and Client Protection have
been overarching principles in all our decisions, actions and programs. Over the years, steps have been taken to come out
with a number of initiatives aimed at achieving high standards of services & client satisfaction through our branch
network. As a focused company, efficient and timely service and satisfaction of our clients is our prime concern. We believe
that providing prompt and efficient service is essential not only to increase outreach to number of new households, but
also to retain existing ones and to help them rise above social index.

Keeping the CPP at helm of our work culture we at SAIJA believe that,

Customer has Right to be heard
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« Our policy on complaint/grievance Redressal is based on following five client protection principles:

v' All clients must be treated fairly at all times;
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Complaints/Grievances raised by the clients must be dealt with courtesy and in time;

v' All clients be fully informed of the avenues to escalate their complaints/grievances within the organization and
their rights to alternative remedy, if they are not fully satisfied with the response of the Company to their
complaints/grievances;

v" The Company will treat all complaints/grievances efficiently and fairly as they can damage the Company’s
reputation and microfinance operations, if handled otherwise.

v' The employees will work in good faith and without prejudice to the interests of the client.
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« Reasons for Client’s Complaints/Dissatisfaction/Grievances:
The Client complaint arises due to:

v The attitudinal aspects in dealing with clients
v Inadequacy of the functions/arrangements made available to the clients or gaps in standards of services expected
and actual services rendered
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Customer Grievance Redressal Mechanism

e At Ho level Dedicated customer care Executive handles the clients call on the dedicated customer care

Number- +91 -9304430572 ,Contact Hour: 9:30 AM to 6:00 PM

e Detailed procedure to be followed with regard to customer grievance Redressal, along with Head Office
Address Telephone Number, etc. in vernacular language has been mentioned in loan card and is well
communicated to clients from time to time prior to disbursement & throughout repayment tenure.

e Head Office Address, Field office manager name and telephone number are given in the Loan Repayment
pass book card to communicate any grievance, complaints and any other matters of the members and
their centers etc.

e If customers have grievances with regard to loan facility services provided by the organization, it will be
resolved at branch office level as early as possible. In case, it is not resolved at branch office level, then
appropriate action will be taken to resolve them at higher level based on their severity, and also with
regard to loan facility, organization will resolve the customer grievances within 21 days from the
date of complaints lodged.

e For any collection and service related complaints, customers are advised to contact their nearest SFPL

branch.

Process at SAIJA

> Steps @ customer care
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The client or his/her representative shall report to the Grievance Redressal Executive in case he/she has any queries or
complaint. He / She have to disclose the following things to the grievances Redressal Executive. Based on Priority
complains are logged in specified format.




The grievance Redressal officers classify the complaint in the following categories/priority.

Type of Complaints/Grievances

e Products Related
e Change in Repayment Cycle
¢ Inquiry of Loan Products/ Service Points
e Transaction Related
e Record Keeping
e Commission charged by leader
e High Acknowledgement receipt not provided
e Passbook notissued
e Insurance settlement
e Staff Behavior
e Ethical Behavior, Bribe and other issues
e Poor customer handling
e Over Indebtedness
e Exclusion due to Credit Bureau
e C(Credit Bureau report showing dues
e Excess Loan Disbursement
e Pricing and cost of Loan
e Interestrate
e Initial amount required
e Collection Practices
e Forced Collection
e  Punctuality of the FE during collection
e Demand for change in meeting location

e Sharing of Personal /Financial
Information
e Return documents from branch on cancellation
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> Steps @ Branch

v" Complain Box ( keys to be with UM level)

v" Complaint Registers (are provided in all the branches. Any written complaint is instantly and promptly
noted and acknowledged by the Branch personnel by giving a complaint number)

While the above two are for access at the branch level, the customer care number provides clients direct access to the
management at the corporate office at Patna.

Every branch is having an Internal O# 1| EAT OO0 ' OEAOAT AA 2ohpri@ikgOfOM,IAM, BM aihd aE KB 6 &hd 6

Branch. This committee will meet every month during the last branch monitoring visit of the UM at the branch. The sole
task of this Committee is to find out ways and means to render service to the satisfaction of the Clients. For this purpose,
Committee during its meetings discusses in detail the strengths and deficiencies of the services presently rendered and
take steps to improve it. UM ensures that minutes of this meeting is taken in the minute’s book of the branch.

To address the Clients Grievance - Complaint Registers and complain box and Customer care Executive’s mail intimated
complains to be discussed and resolution status must be also communicated to HO.

v' UMs during their Weekly Branch Monitoring must check the branch complaint/grievance book and
during field visits Customer awareness needs to be checked about the Grievance Redressal Mechanism.
Also Staffs to be provided with training to give weight on the awareness with respect of Grievance
Redressal Mechanism.

> Grievance Evaluation and Escalation Official

Complain & Priority | Escalation | Escalation | Description Timeline to resolve
Grievance Level Level
related to (H/M/L)
v" Product Customer | Call or write to customer | Field staff or Branch
v Transaction Care care no. (If your complaint | Manager will respond
v’ Staff Behavior 1 No/Email/ | are not addressed by | within the period of 3
v' Over FAX/letter | Branch staff) working days of
Indebtedness receiving you
v" Excess Loan communication
Disbursement Unit Call or write to Unit | Unit Manager will
v Pricing and Cost Manager Manager no. (If response is | respond  within  the
of Loan 2 not satisfied and grievance | period of 3 working days
v Collection remains) of receiving you
Practices communication
v Sharing of Head Call or write to Head - | Head Commercial will
personal & Commerci | Commercial no. (If | respond  within the
Financial 3 al response is not satisfied | period of 7 working days
Information and grievance remains) of receiving you
v' Any Other communication
CMD Write to CMD secretariat by | CMD  Secretariat  will
mail/post @ CMD | respond  within  the
4 secretariat, 3 floor Uma | period of 20 working
Complex, Fraser Road, | days of receiving you
Patna - 800001 communication




