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Fair Practices Code – Aryadhan Financial Solutions Private Limited 

Preamble 
In accordance with Reserve Bank of India (Non-Banking Financial Companies – Responsible Business 

Conduct) Directions, 2025, dated November 28, 2025, as amended from time to time, NBFCs having 

customer interface are required to adopt the guidelines on Fair Practices Code (‘’FPC’’) prescribed in the 

RBI Master Directions. As mentioned herein below, the Fair Practices Code conforms with these Guidelines 

on Fair Practices Code for NBFCs as contained in the aforesaid directions. This sets minimum Fair Practice 

standards for the Company to follow when dealing with customers. It provides information to customers 

and explains how the Company is expected to deal with them on a day-to-day basis. 

This policy applies to all customers, including those with any complaints/enquiries posted on social/ any 

other media. We encourage all customers to reach out to the platforms below as required. The Company 

shall adopt all the best practices prescribed by RBI from time to time and shall make appropriate 

modifications, if necessary, to this Code to conform to the prescribed standards. It is, and shall be, the 

policy of Aryadhan Financial Solutions Private Limited to make available to all eligible, qualified applicants 

without discrimination on the basis of race, caste, colour, religion, sex, marital status, age or handicap all 

financial products, either directly or through subsidiaries and/or associates. 

The Company's policy is to treat all clients consistently and fairly. The employees of the Company will offer 

assistance, encouragement and service in a fair, equitable and consistent manner. The Company will also 

communicate its Fair Practices Code (FPC) to its customers by uploading the FPC on its website. The 

Company will ensure that the implementation of the FPC is the entire organisation's responsibility. 

Its commitment to FPC will be demonstrated in terms of employee accountability, training, counselling, 

monitoring, auditing programs and internal controls, and optimal use of technology. The Company's Board 

of Directors and the management team are responsible for implementing the fair practices, hereinafter 

detailed, and ensuring that its operations reflect its strong commitment to all stakeholders. 

This Fair Practices Code applies to the following categories of products and services we offer (currently 

offered or which will be introduced at a future date). 

1. Loans, guarantees and other products in the nature of financial assets. 

2. Products offered through a network consisting of the branches of the Company, its subsidiaries and 

associates. 

 

The FPC is applicable to the above irrespective of whether the same is provided physically, over the phone, 

on the internet or by any other method whatsoever, existing or futuristic. 
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The key commitments which the Company promises to follow in its dealings with its customers are: 

A. To act fairly and reasonably in all dealings with its customers by ensuring that: 

• Its products, services, procedures and practices will meet the commitments and standards 

in this FPC. 

 

• Its products and services will meet relevant laws and regulations in letter and spirit, as 

applicable. 

• Its dealings with its customers will rest on ethical principles of honesty, integrity and 

transparency. 

B. The Company will assist customers in understanding how its financial products and services work 

by: 

• Providing information about them in simple Hindi and/or English and/or the local language 

• Explaining their financial implications and, 

• Helping the customer choose the one that meets his/her needs 

C. The Company will make every attempt to ensure that its customers have a trouble - free experience 

in dealing with it. However, in the case of errors, commissions, and omissions, the Company will 

deal with the same quickly and sympathetically. 

• Mistakes will be corrected quickly. Complaints will be handled quickly. 

• If a customer is not satisfied with how a complaint is handled, the Company will guide the 

customer on how to take the complaint forward. 

 

Sales Origination 
The Company will guide its customers in choosing products and services which meet his/her requirements. 

A. Before the customer relationship is established, the Company will: 

• Give the customer information explaining the key features of the services and products the 

customer has shown interest in. Give information on accounts, products and services which 

will suit the customer's needs. 

• Clearly state the information that the Company requires to collect from the customer to 

fulfil its 'Know Your Customer' norms and to comply with legal and regulatory requirements 

in force from time to time. 

• Request additional information about the customer and his / her family to build a database. 

Still, the customer will only furnish this information if she/he wishes to do so. 
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B. The Company will provide information on the various channels that can be used to access its 

products and services. The customer will also be informed of where further information is 

available. 

B. Once a customer has chosen a product, the Company will tell the customer how it works. 

B. The Company will guide its customer on rights and responsibilities specific to the mode of 

operation under which the product is taken. 

 

Loans and Advances 
Before offering any non-banking facility, the Company will assess the ability of the customer (prospective 

borrower) to repay. 

 

Application for loans and their processing 

A. Loan application forms of the Company will include necessary information which are likely to affect 

the interests of the prospective borrower, so that a meaningful comparison with the terms and conditions 

offered by other Non-Banking Finance Companies can be made and an informed decision taken by the 

prospective borrower. 

B. The loan application form shall indicate the documents required to be submitted along with the 

application form. 

C. The Company shall provide the prospective borrower with an acknowledgement of receipt of all loan 

applications. An indicative time frame within which loan applications will be disposed of will be mentioned 

in such declaration. 

D. All communications to the borrower shall be in the vernacular language or a language the borrower 

understands. 

 

Loan Appraisal & terms/ conditions and Key Facts Statement for Loans and Advances 

A. Company shall 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. 

B. As complaints received against NBFCs generally pertain to charging of high interest/penal interest, 

Company shall mention the penalties charged for late repayment in bold in the loan agreement. 

Appropriate internal principles and procedures for determining interest and other charges shall be laid 
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down and be subjected to review keeping in view the business exigencies, regulatory and customer 

sentiments, market practices etc. The acceptance of the terms and conditions communicated by the 

borrower shall be preserved by the Company in its records. 

C. Company shall furnish a copy of the loan agreement, preferably in the vernacular language as 

understood by the borrower, along with a copy of all enclosures quoted in the loan agreement to all the 

borrowers at the time of sanction/disbursement of loans. 

D. Company shall provide a Key Facts Statement to all the borrowers on post-sanction of the case to 

help them take an informed view before executing the loan agreement, as per the standardised format 

provided under the regulations. 

 

Penal Charges in loan accounts 

A. Company has adopted Board approved policy on Penal charges in loan accounts. 

B. Penalty for non-compliance of material terms and conditions of loan contract by the borrower shall 

be treated as ‘penal charges’ and shall not be levied in the form of ‘penal interest’. Company shall not 

capitalise penal charges. 

C. Company shall not introduce any additional component to the rate of interest. 

D. Company will keep the quantum of penal charges reasonable and commensurate with the non-

compliance of material terms and conditions of loan agreement without being discriminatory within a 

particular loan / product category. 

E. The penal charges in case of loans sanctioned to individual borrowers, for purposes other than 

business, shall not be higher than the penal charges applicable to non-individual borrowers for similar non-

compliance of material terms and conditions. 

F. The quantum and reason for penal charges shall be clearly disclosed by Company in the loan 

agreement and most important terms & conditions / Key Fact Statement (KFS) as applicable, and on its 

website. 

G. Whenever reminders for non-compliance of material terms and conditions of loan are sent to 

borrowers, the applicable penal charges shall be communicated. Further, any instance of levy of penal 

charges and the reason therefor shall also be communicated. 

 

Disbursement of loans, including changes in terms & conditions 

A. The Company shall notify 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 ensure that changes in interest rates and other charges are 

affected only prospectively. The loan agreement shall contain a specific clause to this effect. 
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B. The decision of the Company to recall/accelerate payment or performance shall be in consonance 

with the terms of the loan agreement. 

C. The Company shall release all securities upon repayment of all dues or on the realisation of the 

outstanding amount of loan subject to any legitimate right or Lien for any other claim it will have against 

the borrower. In case such right of set-off is to be exercised, the borrower shall be given due notice with 

full particulars about the outstanding claims and the conditions under which the Company is entitled to 

retain the securities till the relevant claim is settled/paid. 

Responsible Lending Conduct 

Release of immovable property documents on repayment/ settlement of loans 

A. Company will release all the original immovable property documents and remove charges registered 

with any registry within a period of 30 days after full repayment/settlement (the date of realisation of 

funds in Company’s Bank statement will be considered as complete repayment /settlement date) 

B. Borrowers will have the flexibility to collect their original property documents either from the branch 

where the loan account was serviced or any other office of the Company where the documents are 

available, based on their preference. 

C. Company will specify the timeline and location for returning original property documents in loan 

sanction letters issued on or after the effective date. 

D. In case of contingent event of demise of the sole borrower or joint borrowers, the original 

immovable property documents of the sole borrower or joint borrower shall be returned to the legal heir(s) 

as per the duly approved procedure as displayed on the website of the Company. 

Compensation for delay in release of immovable property documents 

A. If Company fails to release documents or file charge satisfaction forms within 30 days of full 

repayment/ settlement of loan (the date realization of funds in Company’s Bank account will be considered 

as complete repayment /settlement date), Company shall communicate the reasons for the delay to the 

borrower. In cases where the Company is responsible for the delay, it shall compensate the borrower at the 

rate of ₹5,000 per day of delay. 

 

B. In the unfortunate event of loss or damage to original property documents, either partially or 

entirely, Company shall assist the borrower in obtaining duplicate or certified copies. Company shall bear 

the associated costs in addition to paying compensation as indicated above. In such cases, an additional 30 

days’ timeline will be available to the Company to complete the procedure and delayed period penalty will 

be calculated after 60 days. 

 

Release of Movable Property/Goods/Assets 

A. Company shall release the movable property and to extend its assistance for removal of charges, if 

any registered with registry, within 30 days after the complete repayment or settlement (the date of 
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realisation of funds in Company’s Bank statement will be considered as complete repayment/settlement 

date) of the loan account. 

B. In case of contingent event of demise of the sole borrower or joint borrowers, the release of 

Movable Property/Goods/Assets of the sole borrower or joint borrower shall be returned to the legal 

heir(s) as per the duly approved procedure as displayed on the website of the Company. 

 

General- 

A. Company shall refrain from interfering in the affairs of the borrower except for the purposes 

provided in the terms and conditions of the loan agreement unless new information, not earlier disclosed 

deliberately or otherwise by the borrower, has come to its notice. 

B. In case of receipt of a request from the borrower for transfer of a borrower account to another 

NBFC, bank or financial institution, the consent or otherwise shall be conveyed within 21 days from the 

date of receipt of such request. Such transfer shall be in accordance with the contractual terms entered 

into with the borrower and in consonance with the statutes, rules, regulations and guidelines as will be 

applicable from time to time. 

C. In the matter of recovery of loans, the Company shall resort only to remedies which are legally and 

legitimately available to it and will avoid using recovery measures during odd hours of the day, undue 

harassment, or use of muscle power for recovery of loans. Complaints from customers also include rude 

behaviour from the staff of the companies. Company shall ensure that the staff are adequately trained to 

engage with customers appropriately. 

D. There shall be no discrimination in extending products and facilities, including loan facilities, to the 

physically/visually challenged applicants on the grounds of disability. (Ref: RBI Circular No. DNBS.CC.PD.No. 

191/03.10.01/2010 - 11 dated July 27, 2010). 

 

Terms and Conditions- 

A. When a customer accepts a product or service for the first time, the Company will provide the 

customer with the Rules and Regulations that are relevant to the product/service. 

B. All Terms and Conditions will be fair and set the customers' rights and responsibilities clearly and in 

plain language; the Company will use legal or technical language only where necessary. 

C. The Company will make available any charges applicable to products and services applicable 

D. If the Company increases any charges or introduces a new charge, the Company will notify the 

customers. 
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E. The Company will provide the terms and conditions for any product or service whenever a customer 

requests the same. 

 

Marketing and Product Synergy 

A. The Company will ensure that all advertising and promotional material is clear, fair, reasonable and 

not misleading. 

B. The Company will provide the customers with a full range of financial products the customer is 

eligible for. Some of these products/services will belong to the Company; others will be the products of the 

group or associate companies and also, companies with which the Company has arrangements with. 

C. It will be the endeavour of the Company to bring synergy between the various financial services and 

financial products by cross- selling these products to its clientele. 

 

Confidentiality- 

A. Unless authorised by the customer, the Company will treat all personal information as private and 

confidential. 

B. The Company will not reveal transaction details to any entity within the group other than the 

following exceptional cases. 

• If the Company have to provide the information by statutory or regulatory laws, 

• If there is a duty to the public to reveal this information. 

• If its interest requires us to provide this information (e.g. fraud prevention). The Company 

will not use this reason for giving information about customers to anyone else (including 

group companies) for marketing purposes. 

• If the customer has given consent/concurrence to provide/share such information to its 

group/associate/entities or companies for providing other products or services. 

• Where the customer asks us to reveal such information to its group/associate/entities or 

companies for providing other services or products. 

 

Responsibility of Board of Directors 
A. Company has laid down Policy on Grievance Redressal Mechanism within the organization. Such a 

mechanism ensures that all disputes arising out of the decisions of the Company’s functionaries are heard 

and disposed of at least at the next higher level. 
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B. The Board of Directors shall also provide for a periodic review of the compliance of the Fair Practices 

Code and the functioning of the grievance’s redressal mechanism at various levels of management. 

C. The summary of the Customer grievance report along with a status report indicating the actions 

taken for resolution of the Communication, shall be placed before the Board of Directors for their review at 

regular intervals. 

 

Monitoring Mechanism for the Board to periodically review compliance with the FPC 

• Quarterly Compliance Reporting: The company would place the compliance with the Fair Practices 

Code (FPC) before the Board at its quarterly meetings. 

• Grievance Redressal Review: Customer grievance report along with a status report would be placed 

before the Board of Directors at its quarterly meetings. 

• Internal Audit & Inspection: Company’s Internal audit department would conduct audit of the FPC 

implementation, including verification of loan documents, interest rate transparency, and recovery 

practices, with findings reported to the Board. 

Grievance Redressal Mechanism 
The company has a structured grievance redressal mechanism in practice where all grievances will be 

attended as per a defined time schedule. This facility has been provided to the customers to register 

complaints for speedy redressal. 

A. The Company will guide customers who wish to lodge a complaint and provide guidance on what to 

do if the customer is unhappy with the outcome. 

B. After examining the matter, the Company will respond as soon as possible; the Company will also 

guide a customer on taking the complaint further if the customer is unsatisfied. 

C. A nodal officer shall be appointed for the redressal of grievances of the customers, including the 

borrowers, in connection with any matter pertaining to business practices, lending decisions, credit 

management and recovery. The name and contact details of the nodal officer shall be displayed on the 

website of the Company. 

D. Internally constituted Customer Grievance Redressal Council comprising senior management officials 

to review with the Nodal Officer and oversee the Grievance Redressal Mechanism. 

E. As per RBI Circular No.RBI / 2012 - 13/416 DNBS .CC.PD.No.320/03.10.01/2012 - 13, the 

Company shall display the following information prominently, for the benefit of the customers, at their 

branches/places where business is transacted: the name and contact details (Telephone/Mobile nos. as 

also email address) of the Grievance Redressal Officer who can be approached by the public to resolve 

complaints against the Company. If the complaint/dispute is not redressed within one month, the customer 

may appeal to the Officer-in-Charge of the Regional Office of DNBS of RBI (complete contact details), under 

whose jurisdiction the registered office of the Company falls i.e. Kanpur Regional Office. In short, the public 

notice shall serve the purpose of highlighting to the customers the grievance redressal mechanism followed 
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by the Company, together with details of the grievance redressal officer and of the Regional Office of the 

RBI. 

Step 1: In case the Customers have any query, grievance or request, he / she can call the respective 

Relationship Manager or write us on complaints@aryadhan.in or call us at 0120-4859345. Immediate 

response shall be provided to the Customer depending on the nature of the grievance. The Customer will 

receive response within 3 working days if not responded immediately. 

Step 2: If the Customer (i) feels that his / her grievances have not been addressed or (ii) is not satisfied with 

the resolution received from above channels, or (iii) if the Customer does not hear from us within 3 working 

days from the complaint raised, the Customer can write to Grievance officer details of which is given below: 

Name: Sunil Kumar Contact: 0120-4859319 

Mail ID: grievance@aryadhan.in 

The call facility is available from 10:00 a.m. to 18:00 p.m. (Monday to Friday), except public holidays. 

Step 3: If the Customer is not satisfied with the resolution received from the above channels, or if the 

Customer does not hear within 3 working days of the Complaint raised under Step-2, the Customer can 

write to Principal Nodal Officer details of which is given below: 

Name: Inderjeet Singh 

 

Contact: 0120-4859327 Mail ID: pno@aryadhan.in 

The call facility is available from 10:00 a.m. to 18:00 p.m. (Monday to Friday), except public holidays. 

Step 4: Complaints to Ombudsman 

If the Grievance is not redressed within 30 days, or if the Borrower is not satisfied with the response so 

received, a complaint may be filed online on https://cms.rbi.org.in/. Complaints can also be filed through 

the dedicated e-mail or sent in physical mode to the ‘Centralised Receipt and Processing Centre’ set up at 

Reserve Bank of India, 4th Floor, Sector 17, Chandigarh – 160017 in the format prescribed under the 

Ombudsman scheme. 

 

Reserve Bank – Integrated Ombudsman Scheme, 2021: 

A. Company shall envisage to comply with the ‘the Reserve Bank- Integrated Ombudsman Scheme, 

2021 (“Ombudsman Scheme”). 

B. The salient features of the Ombudsman Scheme and the contact details of the Principal Nodal Officer 

are mentioned above in this policy and available on the website of the Company. 

 

mailto:complaints@aryadhan.in
mailto:grievance@aryadhan.in
mailto:pno@aryadhan.in
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Language and mode of communicating Fair Practice Code: 
A. Company, in accordance with the RBI Master Directions, has put in place the Fair Practices Code 

(FPC) in English language and in vernacular languages as understood by the borrowers. The FPC is also 

available on the website of the Company. 

Regulation of Excessive Interest Rate 
A. Company shall adopt an interest rate model considering relevant factors such as cost of funds, 

margin and risk premium, etc., and determine the rate of interest to be charged for loans and advances. 

The rate of interest, the approach for gradations of risk, and the rationale for charging different rates 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. 

B. The rates of interest and the approach for gradation of risks shall also be made available on the 

website of the Company or published in the relevant newspapers. The information published on the 

website or otherwise published shall be updated whenever there is a change in the rates of interest. 

C. The rate of interest should be annualised rates so that the borrower is aware of the exact rates that 

would be charged to the account. 

As per the circular issued on July 14, 2014, the Company shall not charge foreclosure charges/prepayment 

penalties on all floating rate term loans sanctioned to individual borrowers. 

As will be in force from time to time, the contents of this document shall be read in conjunction with these 

guidelines, directives, instructions and advice. 

 

Review of the Policy 
The policy shall be reviewed annually or as required. 

 

 


