Customer Grievance Redressal Policy

Issue and Effective Date: 20 December 2025
Policy Version: 1.0

Approved by: The Board
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1. Background
Cheraman Financial Services Limited (CFSL) is a Base Layer Non-Banking Financial Company
(NBFC-BL) under the RBI Scale Based Regulation framework, having a customer interface.

Pursuant to Master Direction - Reserve Bank of India (Non-Banking Financial Company -
Scale Based Regulation) Directions, 2023 dated 19.10.2023 (with all amendments and
modifications thereto), the Board of Directors of NBFCs is required to establish an
appropriate grievance redressal mechanism to ensure that disputes are examined and
resolved at the next higher level.

This Policy is framed in compliance with applicable RBI directions, including the Integrated
Ombudsman Scheme, 2021.

2. Objectives

e Ensure fair, transparent, and unbiased treatment of all customers.

e Provide a clear and accessible mechanism for lodging grievances.

e Resolve customer complaints in a timely and effective manner.

e Guide customers on escalation options where resolution is unsatisfactory.
e Ensure compliance with RBI regulations and customer protection norms.

3. Scope

This Policy applies to all employees, branches, and customer-facing functions. Complaints
include dissatisfaction relating to products, services, employee conduct, or confidentiality of
customer information.

4. Key Commitments

e Actfairly and transparently in all customer dealings.

e Comply with applicable laws, RBI guidelines, and internal policies.

e Provide clear and accurate product and service information.

e Correct errors promptly and reverse charges arising from Company error.
e Protect confidentiality of customer information.

5. Channels for Lodging Complaints
Customers may lodge complaints through the following channels:

e Submission of a written complaint at the Head Office during working hours.
e Sending a complaint by post to the Head Office.
¢ Sending an email to mail@cheraman.com.

Information required from the complainant:

e Customer’s full name as per Company records.
e Complete correspondence address.
e Registered mobile or telephone number.



Email ID, if available.

Details of the complaint.

Supporting documents, if any.

6. Complaint Handling Process
First-call resolution: Complaints capable of immediate resolution shall be addressed
promptly, preferably through the same channel.

Resolution post-verification: Complaints requiring verification shall be examined and the
customer informed of the expected resolution timeline.

N

. Complaint Resolution Timelines

e Normal complaints: within 7 days.

e Fraud /legal / record-retrieval complaints: within 15 days.

e Credit bureau related complaints: within 15 days.

e Extended timelines, if any, shall be communicated to the customer.

8. RBI Integrated Ombudsman Scheme

Where a complaint is not resolved within 30 days or the customer is dissatisfied with the
response, the customer may approach the RBI under the Integrated Ombudsman Scheme,
2021.

For unresolved/unsatisfactory grievances, the options available to complainant are

* Lodge complaints to 24/7 RBI CMS portal OR

* Email to (crpc@rbi.org.in) OR

* Send hard copy to Centralised Receipt and Processing Centre (CRPC), 4th Floor,

Reserve Bank of India, Sector -17, Central Vista, Chandigarh - 160017

9. Mode of Complaint Redressal and Escalation Matrix
e Branch / Customer Care : Day 0 to Day 7

e Senior Manager(Operations): Day 7 to Day 14

e Grievance Redressal Officer : Day 14 to Day 21

e Nodal Officer : Day 21 to Day 30

o RBI Integrated Ombudsman Scheme: Beyond Day 30

10. Employee Awareness
The Company shall conduct periodic training programmes to sensitise employees on
grievance redressal procedures.


mailto:crpc@rbi.org.in

11. Reporting and Monitoring
All grievances shall be tracked and periodic summaries placed before senior management
and the Board.

12. Review of the Policy
This Policy shall be reviewed periodically and updated as required.

Grievance Redressal Officer and Nodal Officer — Contact Details
Grievance Redressal Officer (GRO)
Designation: Company Secretary, Cheraman Financial Services Limited

Email: mail@cheraman.com
Telephone: 0484-4021401

Nodal Officer

Designation: Chief Financial Officer, Cheraman Financial Services Limited
Email: mail@cheraman.com

Telephone: 0484-4021401

Mode of Complaint Redressal and Escalation Matrix

Escalation to whom & by whom
Complaint received / Pending after the time period
with Period for action | mentioned

To Senior Manager (Operations) -
Branch Staff / Branch CCE Day 0 to Day 7 Head Office by CCE, Branch

To Grievance Redressal Officer by
Senior Manager(Operations) - Senior Manager (Operations), Head
Head Office Day 7 to Day 14 Office

To Nodal Officer by Grievance
Grievance Redressal Officer Day 14 to Day 21 | Redressal Officer

To Reserve Bank - Integrated
Nodal Officer Day 21 to Day 30 Ombudsman Scheme




