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Light
1. Overview

Light Microfinance Private Limited, (“Company” or “Light”) believes in conducting its affairs in
a fair and transparent manner by maintaining the highest levels of integrity, honesty, and ethical
behavior while dealing with its borrowers (“Borrowers”).

The Reserve Bank of India (‘RBI’), vide its Reserve Bank of India (Non-Banking Financial
Companies — Responsible Business Conduct) Directions, 2025, and various other guidelines
issued from time to time, including the Reserve Bank of India (Non-Banking Financial
Companies — Microfinance Institution) Directions, 2025 (‘Microfinance Directions’), as amended
from time to time, mandates all NBFCs having borrower interface to ensure that a suitable
mechanism exists for receiving and addressing complaints from its borrowers and resolving such
complaints fairly and expeditiously.

To establish and maintain an appropriate Grievance Redressal Mechanism (“GRM”) within the
organization to resolve the complaints and grievances of its borrowers in compliance with the
guidelines issued by the RBI as applicable to the Company non-banking financial company
(“NBFC), the Company has formulated this Grievance Redressal Policy (“Policy”) setting out the
procedure for receiving, registering and disposing of the inquiries, complaints, and grievances of
the borrowers concerning facilities offered by the Company, including but not limited to the
Complaints in relation to the services provided by the third party agents or business facilitators
appointed by the Company for providing such services on behalf of the Company (“Complaints™).
This Policy will be read parallel to the Fair Practices Code (‘FPC’) formulated by the Company.

This Policy aims to provide a framework for dealing with the Complaints of the Borrowers in a fair
and transparent manner and educate the Borrowers about the processes to be followed to lodge a
Complaint with the Company and/or the RBI.

2. Purpose/Objective

The Policy has been designed to provide a robust mechanism for addressing and resolving the
complaints and grievances raised by Borrowers. It shall be ensured by the Company that:
o the Borrowers are treated fairly and without bias, at all times;
o the Complaints raised by the Borrowers are dealt with courtesy and resolved promptly;
o the Borrowers are informed of the avenues to escalate their Complaints within the Company;
e the Borrowers are informed of their rights so that they can opt for alternative remedies if they
are not fully satisfied with the Company’s response or resolution to their Complaints;

e Officials of the Company strive towards working in good faith and without prejudice
towards the interests of the Borrowers.
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Unless otherwise defined or apparent from context, the following terms shall have the
meaning as assigned herein below, and cognate expressions shall be construed accordingly:

4.1.

4.2.

Board/BoD Shall mean Board of Directors of the Company.

FPC Shall mean this Fair Practices Code formulated by the Company.

Company Shall mean Light Microfinance Private Limited.

Borrower Borrower shall mean a person who is interested in availing the loan
and approaches the Company or who has availed at least one of
the loan products of the Company.

Grievance Shall mean the Grievance Redressal Policy constituted by the

Redressal Policy Company.

Grievance Shall mean the officer appointed by the Company to

Redressal ensure redressal of the grievances of the borrowers.

Officer (GRO)

Ombudsman Scheme

Shall mean the scheme issued by the RBI for resolving
borrower grievances in relation to services provided by entities
regulated by RBI in an expeditious and cost-effective manner.

Principal Nodal | Shall mean the officer appointed in terms with Ombudsman
Officer (PNO) Scheme issued by the RBI.
Recovery Agent (RA) | A Recovery Agent is any person or entity authorized by the]

company to assist in the recovery of dues from borrowers,
including follow-up and collection activities in accordance with the
RBI guideline.

Grievance Redressal Officer and Principal Nodal Officer

The Principal Nodal Officer (PNO) or the Grievance Redressal Officer (GRO) of the
Company shall be appointed by the Board at the head office of the Company, who shall
be responsible for representing the Company and furnishing information on behalf of the
Company in respect of Complaints filed against the Company. The details of the GRO
appointed by the Board are as follows:

Name: Mr. Sheetansh Kumar Singh
Contact number: 079-41057862
Email: grievanceredressal@lightfinance.com

The Board and/or the PNO/GRO may further appoint nodal officers as they may deem fit
for operational efficiency.

The Board may appoint the same person as the GRO and the PNO.

Channels for Sourcing Complaints

Considering the Company’s Borrower profile, literacy level, and vulnerability, the Company has

identified various channels for sourcing Borrower Complaints proactively.
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Borrower Enquiries/Complaints received at the field:

Borrowers can submit their written or verbal enquiries / Complaints to any employee of
the Company who meets them at any forum such as center meetings, or through dedicated
Customer Grievance Redressal (‘CGR’) phone number, etc.

Borrower walk-ins at branches:

Verbal Complaints: Nodal officers or contact persons at branch offices will record the
Complaints and provide solutions.

Written Complaints: All written complaint forms shall be sent to the Complaint
Resolution Officer through post/courier, every week. All branch offices should keep
copies of Borrower complaint forms to assist the Borrower.

Borrowers may also register a complaint on the scheduled Monthly Grievance Day at the
branches. The schedule of the Monthly Grievance Day shall be displayed on the
noticeboards of all branches.

Borrowers can also send written complaint through snail mail directly to Head Office in

attention of Grievance Redressal Officer: Light Microfinance, 1501, 15th Floor, Sankalp
Square 3B, Sindhu Bhavan Road, B/s Hotel Taj Skyline, Shilaj, Ahmedabad — 380058.

Borrowers can also register a complaint to the Principal Nodal Officer (PNO) of the
Company. The details of the Principal Nodal Officer (PNO) appointed by the Board are as
follows:

Name: Mr. Rakesh Kumar
Contact Number: 08160987538
Email: pno@lightfinance.com

Borrower Call-ins:

Borrowers can place calls to the Borrower grievance redressal phone number.
Borrowers can also write to the Grievance Redressal Officer to escalate their unresolved
grievances at the email Id- grievanceredressal@lightfinance.com.

External Complaints:

Complaints received from (on behalf of the Borrower or on the basis of public interest) the
general public and other stakeholders such as Govt agencies, RBI, police, lawyers, industry
ombudsman (MFIN & SAADHAN, etc.) and social activists will also be recorded at
branch level.

Complaints received through MFIN (Micro Finance Institution Network)

The Borrower may also register his complaint on toll-free number with MFIN 1800 102 1080
if any complaint reported to the Company has not been resolved within a period of 30 days
from the date of lodging the complaint with the Company or if the borrower is not satisfied
with the resolution provided for complaint made by him/her.
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If the Complaint is not resolved within one month of lodging of the Complaint, or if the
Borrower is not satisfied with the final response of the Company, the borrower may lodge their
Complaint to the RBI Ombudsman on RBI CMS portal- https://cms.rbi.org.in. Complaints in
electronic mode (e-mail to crpc@rbi.org.in) and physical form, including postal and hand-
delivered Complaints, shall be addressed and sent to the place where the Centralized Receipt

and Processing Centre of the Reserve Bank is established, for scrutiny and initial processing.

Centralized Receipt and Processing Centre (CRPC)
Reserve Bank of India, Central Vista,
Sector 17, Chandigarh - 160 017

. Alternatively, the Borrower may also approach the Officer-in-Charge of the Regional

Office of the Department of Supervision of RBI.

. Upon closure of a complaint the Company shall notify the borrower via email and/or SMS to

the email address and/or mobile number from which the complaint was lodged including
borrower’s registered mobile number with the Company.

In the case of outsourcing

The provisions of this Policy shall also extend to deal with the issue relating to services
provided by the outsourced agency, in case the Company has outsourced any of its
functions.

The GRM, in no way, shall be compromised on account of outsourcing.

The declaration provided in the loan agreement as per the Microfinance Directions and the
FPC of the Company shall include a clause to the effect that the Company shall be
responsible for timely grievance redressal and in the FPC displayed at the branches/
offices/ website of the Company.

Additional requirements in case of digital lending

In the case of digital lending, as defined under the RBI Guidelines on Digital Lending
under the Reserve Bank of India (Non-Banking Financial Companies — Credit Facilities)
Directions, 2025, the Company and each Lending Service Provider (“LSP”’) having an
interface with the borrower shall designate nodal grievance redressal officers to handle
complaints and issues arising out of  digital lending activities.
The Company’s Grievance Redressal Officer shall have overall responsibility for
resolution of such complaints.

Contact details of the Company’s GRO shall be prominently displayed on the Company’s
website, as well as on the websites of the LSPs and on the Digital Lending Application
(‘DLA”’), and also in the Key Fact Statement provided to the borrower. Further, the facility
of lodging complaints shall also be made available on the DLA and on the website as stated
above.

If any complaint lodged by the borrower against the Company or the LSP engaged by the
Company is not resolved by the Company within 30 days, he/she can lodge a complaint
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with the RBI Ombudsman in the same manner as provided in this Policy. In any case, the
responsibility of grievance redressal shall continue to remain with the Company.

Recovery-Related Grievance Redressal Mechanism

Dedicated Grievance Mechanism

The Company shall maintain a dedicated internal Grievance Redressal Mechanism
(“GRM”) for addressing recovery-related complaints, as approved by the Executive
Management Committee.

Fair Recovery Practices

The Company and its employees, or recovery service providers shall adhere to fair and
ethical recovery practices in line with RBI guidelines and shall not engage in any form of
harassment.

Prohibited Recovery Practices
All recovery activities shall be conducted in line with the Company’s Collection Policy.

Classification of Complaints
Recovery-related complaints shall be categorized as High or Low, based on the severity,
nature, and genuineness of the grievance.

e High Category Complaints
Complaints involving allegations of misbehaviour, harassment, abusive conduct, or
violation of recovery ethics shall be classified as High Category and shall be
investigated and resolved on priority within defined timelines.

e [ ow Category Complaints
Complaints relating to routine recovery actions, such as payment reminders or visits
conducted in accordance with approved processes, shall be classified as Low
Category and recorded for monitoring and audit purposes.

Recovery Agent

If a borrower has lodged a grievance, the Company shall refrain from assigning or
forwarding the related recovery case to any employee or recovery agent until the
grievance has been fully examined and formally resolved. However, where the Company
based on documented and verifiable evidence determines that the grievance is frivolous or
vexatious and has been raised with the intent to delay or obstruct recovery proceedings
the Company may proceed with recovery actions notwithstanding the pendency of such
grievance subject to appropriate internal approvals.

Display of details of the redressal mechanism

9.1 The Company shall prominently display, on its website/app, details in respect of the GRM, i.e.,

name and contact details, telephone no., email address of the Borrower Service Department,
and the GRO.

9.2 In addition to the display on the website, the above-mentioned information shall also be

displayed in the offices of the Company where business is transacted. In this case, the

Company may display the information in English as well as a vernacular/regional language.

9.3 The schedule for the Monthly Grievance Day for the current financial year shall be displayed

in both English and the regional (vernacular) language at all branches.

9.4 The salient features of the RBI Ombudsman Scheme along with the copy of the Scheme and

the contact details of the Principal Nodal Officer shall also be displayed in the manner
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provided by RBI in this regard.

9.5 The loan card provided to the borrower shall also include details of the GRM including the

name and contact number of the PNO.

10.

10.1

10.2

10.3

10.4

10.5

11.

11.1.

11.2.

Miscellaneous

Notwithstanding anything contained in this Policy, the Company shall ensure compliance
with any additional requirements, as provided in the FPC and as may be prescribed under
any laws/regulations either existing or arising out of any amendment to such
laws/regulations or otherwise and applicable to the Company from time to time.

Borrowers should be educated on the FPC, GRM, and escalation matrix for their
unresolved complaints, options, choices, and responsibilities vis-a-vis financial products
and services available.

The top management may select a random sample of at least 20 grievances for review on a
half-yearly basis.

Borrower education is to be made through both printed education materials and effective
verbal communication as the literacy level among borrowers is generally low.

The Company follows a strict no-discrimination policy and does not discriminate against
persons with any disability. In furtherance of the ethos and values of the Company, the
Company shall ensure the redressal of grievances of persons with disabilities under the
GRM.

Review

This Policy is subject to review by the Board as and when deemed necessary. The Board
shall conduct an annual review of the functioning of the GRM at various levels of
management.

This Policy shall be subject to the applicable laws including but not limited to the rules,
regulations, guidelines, directives, and instructions issued by the RBI, from time to time,
and shall supersede the earlier version of the Policy. Any change/amendment in applicable
laws with regard to the maintenance of an appropriate GRM shall be deemed to be
incorporated in this Policy by reference and this Policy shall be deemed to have been
amended and revised accordingly.

Askok
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gQ @88 QI 9o1a AY 1694 A AHIRT GRTQ NEAR 624 (“2R6IF”) 6AITIRGI UIR AHIR TR FYS
QG RURIAIF T FRIF FRUARYRI 62N e ATE Ata A9 2R6AIT FIER AITS g6 I8 716
QAR FIA 9L 6TAR ARYIQ 6Q1Q (‘'FPC') ATS ATIBAUR QIQ6Q IRITR

92 QIF6Q Q¥ 6RRAYRI MBE ARCAITQ AFRIS AR 9K Q8 JLIe QASI 9e° Q¢tiel &gl RBI 9486
2RELIT QM QAQIQ AFAE FALIRYS! JTAU VAR ARG FAI 69Q1 6298 @ A16Q
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Q0168 E Q16 g0 FALIRE | KAIQ1 FIQI N8I FRELG 629

QEIRal FIAE AZG AYEI6R QUIA I9° AVAIGTR! QISR FRUAN;
QEIRAIS FIAl FAIAIRYSI 2E6ATYER 618 9e° Gas ACNIR §;

AIRRUANAT, 16 6ATIGFR 2GEAIT FARIQ RAIK TIA6Q LTS ARG,

AIRR QIGT AT YA FVAER PG FAULRE 60 & 6Q76R 6AANITA ARNCAIS
A9 AHIR1Q 9ORNER AFd AR QLR 6969 627I6E GRT JERIA IR 0UR FRAIRES;
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QéIQel SR8l Q 212 622 Q43 T ¢ ARG AIR AIGRT 2N NQ° R¢IRT FRoQ AIR
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AURQ6LIG AARIIQ ATAQ IQ° S 6RIFIR YRR
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6918 GRO 9g° PNO @16Q 693 6% Q435 598 aaaieq

2IQ6IQ QISR PR CNIUS
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64 QG891 AR RHIF1 TR FER FIIIE TLS FAULIRE]
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ii.

iii.

iv.
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R Q di9 6L10YS| RS 2AGALIS / AQ6LIS!:
REREUT 6AAIRFA ZRYNIQ FFAER AATC FAUARE QI FIAU AT 6QC6ER 6QRAYR ARCAS

A0 AHIH1Q 9ORNER A% AR QLR 6967 62716 GORIA AR FRT LR FRAIRES;

SlSgEacRN:

6Algw Jaeals: 6R18IR AR [ Aigl AIURAER 2l 6QFCAIT AR
AR6INYEF 6996 FA6S IL° ARG JRIE AR |

RS N6 AL AYS ARCAT TAGER 9T AYIL6Q 6AIF/6RIRUR IR AREQIG
A6RIPIAR 2TFART FRCQ A0ITQI QIRelE ALIAY FEQI FA6e AAY SIS ANIFAIERER
ARel AR6AIT TAGRRR ad QG QAR

REIFIRIFNES FIFgEa6a FRRe FIde AR Y96q ¥ FIRQ AREKT QISR
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0l FYB RIIF 6RIRIM AYRIQT (PNO)& Geadl FIQQ:

QIS 6RIGIR 2JRIQ1 (PNO)
Iel: g1 QUSRS QeI

64196419 @qQ: 079-41057862
@@ pno@lightfinance.com
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E. MFIN (Micro Finance Institution Network) ¢IRIF16Q 919 2@6QI9
90 QIR e FRGEQ QIFN FAULIRRRI 6@16IT ARXELIT), ARELIT QTR FIRTQ 30 @@ CIER
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gGEIeq A8 9ua, 6062 €@al RBIQ CMS 6dISiR-https:/ /cms.rbi.org.in.6@ RBI
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(6L F£12021 SI1966 639ARTER A RANE IS
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6991 A2 FEE AR FRIAR AR IE IRAQ QIeQl TR 6291 ABY|

52.  GRM 6a19d gIaeq, 2IassAd QQdQ 2IsAIS §RIFE 688 Q13 |

53.  QIRsgl FIRQIQ 62681 99° @#I91a FPC 299l o8l 936@ 999 @QldIRgjal 6QISSIRIAIER
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6


mailto:grievanceredressal@lightfinance.com
https://cms.rbi.org.in/

Li ght
/ QIR NS° SHIRTQ 63QARCEa FPC godie @qldel

6. GEOIN QE 6VG6Q UGB QRS |

6.1. GFCIM A8 JAIF 69969, GaCIM Al RUEQ RBI dIenIae g, @491 ¥al 8o @tQ 6d
D607/ GEOIA Ad AYNIA AREAIT,/ QST FIAl QOIKIA &I AAAIQ FRIGR AR GRM
Q° Qdl 9Qie 629l daiaeial (LSP)&1 91l QdYda 2R6Id 2yeIal G98 620881 @
AR6YR16R, AR GRO SR Q& A0 AAL AAQAY €12 ARASIRA! QQAER |

6.2. @1 GROS 69IGI6QI9 FRQEIT IR @R 66aIRG, LSPQ 66aAIRG N8° GH5IN 816

63. Q@ QP FARN6Q ARGl 6RET 2RCAIG FRRE A A FIAI F6AUFS LSP IRl 619
ZR6QIG 30 TR F1JEQ AR 6LRREN, 606Q 64 & @16 2196Q RBI BeaNIRs Fa06a
2IR6QI0 2RQIGER 1 69 69161d OGEEE6R, ARELIT ATRINA QITQ FHIRT ATE @ Q&Q

7. JeQaIQ-A7ae 2@6KI0 TS Qg

71 GR9IR Q8 gaie (Digital Lending) 69969, QIZIg QIQG1A Q86 QUIF (AS-QUIRE TR RS
- Q8 QRN FeRaIant, 2025 22Ce BEoIR A gAe AR RBI Feadnlea el
AAKIRE, *HA1 IQ° QEgIeew AFe A°6UI9 Qgaal g6eie@ Lending Service Provider
(LSP) GG0IR Q¥ 9LI9 AIISRIIQ 299 AR6AIT 8 AAAMIGFRR ARG IR 6QIIR AREAIT
Q1048 2RNIQ FYDB *A6S
\9R 2R6QIFYERR AARIF IR FHAQ AGEAIS FRQE 2JRIQ1 (Grievance Redressal
Officer - GRO) Q19 QITQ Q2R @A6R |

7.2 A1 GRO & 64IGI6QI0 Qs @AIRIQ 68QIRT, LSP AIeeq 6¢eiag ¥e° Digital
Lending Application (DLA) 6 98 QI96Q ade @idel gl 480, adgieas 9aie
@QIKIRgl Key Fact Statement (KFS) 6Q £l € GQadl1 QFFG Q@R
PP, LWEIG QISR *QQIQ GG DLA ¥Q° QU6QIB 66aAIRRIGNER 1 QNS @Qlde |

73 96 qdlgiaes 99 IR @l *AIRT g8 LSP G6Q16Q QIR @qUUIneel 6168 2@saiog
@191 30 @9 AJEQ AARIL FAUER FIF, 6061 6 Y@ 1G6R ARYS JFel 29I RBI
Ombudsman @ GRc6a AREIG QSN FAAIRER|
22I1d, 6a6a18d 0adEea 2E6LIG FRIRdA QISR KRR @ A@Q |

8. Qdl 2IQIY RITISRIT A1 2R6IG FRIQE EIRT

i. 3o 2R6I9 gl
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ii. QUCQAES YRQBIQ JORA
AT I9° QIRIQ RFFIRINER B AQAIQ 629! JRIFRIQIANER RBI F6@dial 29l6a
IAAFS IQ° F1GARG QAR JORAIQ UQAQE @Q6L 1Q° 6x16Id gRI0Q QRUISIRER MY
6269 QIR

iii. 33® YRQFIQ JORA
QUGB FYLQ ARIAEGIQ VG @ ALEIR, FANYS JORAIYE] ARIL ¥e° FTE AQIFe:
a. QACEQ, AANRFAR @F)l LAY QTR LRI
b. gMgR @9l AW TR @R, Ll ARIR 9:00 GoQ 221 ARY 6:00 AER AR FSS;
c. Q9GIIF AL, QY I ANLR AHEC QTF AAIFIQ FRR;
d. Q89Ie1w JA0a A7l Od ARG AR AILRRR KRQ);
e. 989121, JARIQ, AR &Yl ARIQ FRREQ 2°Al Al YACKRIQ ILLIQ STl JAR;
f. Q8 QIF, 6L QT BY 2L @ FER AR AKNRER QR G YRR ARSI

iv. 266QI9Q QLR
JeQRIQ-ARRe AE6UICYEq ARCAINR G, 996 e AcYel 2RIASA High @4l Low @16
QI19e KISl

* High Q6Q 2@6Qi9
260 QIALIQ, AAUISIR, 24 MLTIQ A7)l JAARIA 16 AR°AF AHEE ARG High
Q66 QHlIde Ye° FRIAG AR FIEA FI2fiesia A8 a8 8 AR FQIFS!

* Low Q9IQ 2@6419
FA0e 9ReIa QIdY, Q2 2919 38Rl AR &9l A96AIRe gaal QIR AAILIRAR! GFe
AHEE 2G6FYFG Low 2660 TS ¥e° 5a19d 6 2E6 QI 6006 AU

248° Q¥IREl § 9918 PRI @ TR 6TSEAIL6A33 F1d gadio @91 ¥gl 891, DLA YQ° 689AR66R
C1& AR6LIFIQ YFUI RUEAUIB YA QANS 621

V. Q09 9694

96 6a163 Q8 IeR AREAIT QM FRIT, 6061 69 ARCAITR AL A1 19 AASIRR AR 629
adie Q4191 AQFG AIIA AITRIG 6NET AASIA1 Bel ARG Y684T QIR 609 AIZ a9l J0IAQ QI
QaId, G QEIRT QICRFRRR IG° AIFCAIY RIS 2RIQEA N2 FElol R6Q 69 URCAITE FQrI
(Frivolous) @¢]l @ISRIG (Vexatious) 266 1° @I QI g@LIq Safe @Al A4 Qi 98 Q99!
QEQHEQ QIR ARG, 6069 QAYD AIRNSAIE AQEANGR QIF 6291 U6Q QN1 6QE ARXEIS
QSIS 26 A1 QG AYNIE ADIGIIR FIR AYAIRR!
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RTQ R6AIR OREI 98° GRO 4796 AG68E 0214 gade 90Q |
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QARG 6LIRRIYQI ARCAIT, TRE, IR, AN e AYL I° 62RIFER IR IR e
FPC, GRM 4Q° Y2l6nQR FI5g QU6Q J86 @QUdal QG3)

QEgILIAIeg FPC, GRM YQ° 23196 2@6dI9 AR 16/6RA7 FHIGY, 627I9wa 908, ddQ 1e°

TR AN B 621 AHRE QTR FTACA PR AT

a1d AGCIRGI A9Q 2FUITR 2RIAER ANV AR AF 62 @9 208 AREAITR WGER AR QIF
faldiealeal

QEFIIANRE CIEQ ARIREGS AIFVAGI FIe G 2RI, Qi 8l gae ge d’l AAG! 9e°

JURIRT 67GR A°6QIG — QR FIRIFIER KDL

QIR P RE0IQ 6QARIL 7RI 16 AGAAE REQ 1&° 66T RV T AL 6N A6
QIR FHNQ 6FGRB! 9Q° FIMYCARIQ 2IGIQ QLIRNRIER, N2 QHIRT §AEle @0Q 6 GRM
RIIFEQ RRINT IRNCAITQ AT FQQ!
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