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1. Preamble

Prompt and fair resolution of borrower grievances is integral to Maa Pahari Mercantiles
Private Limited’s (“the Company”) standards of conduct as an RBI-registered NBFC. This
Policy establishes the structured mechanism through which queries and complaints are
received, tracked, resolved and escalated, and gives effect to the grievance redressal

requirements of the Fair Practices Code.




2. Regulatory Framework

This Policy is framed pursuant to the Fair Practices Code provisions of the Reserve Bank of
India (Non-Banking Financial Company - Scale Based Regulation) Directions, 2023, as
amended, and the Reserve Bank - Integrated Ombudsman Scheme, 2026 (“RB-10S 2026").

3. Objectives

To ensure that: all complainants are treated fairly and courteously at all times; complaints
are resolved promptly, within published timelines, and with courtesy; complainants are
informed of the avenues to escalate within the Company and to the Reserve Bank of India;
and complaint data is analysed to prevent recurrence.

4. Definitions

“Query” means a request for information or clarification that does not allege deficiency in
service. “Complaint” means any expression of dissatisfaction alleging deficiency in service,
made in writing or through electronic means, seeking redressal. Queries are answered in
the ordinary course; the timelines and escalation in this Policy apply to complaints.

5. Principles

Every complaint is acknowledged, assigned a reference number, tracked to closure, and
disposed of at least at a level higher than the level at which the grievance arose. No
complainant is required to pay any fee at any stage. Filing a complaint does not prejudice
the complainant’s dealings with the Company.

6. Internal Machinery: Registration of Complaints

A complaint may be lodged through any of the following channels:

(a) Email: accounts@maapahari.co.in

(b) Telephone: +91 33 4009 7568 (Monday to Friday (excluding public holidays), 10:00
a.m. - 6:00 p.m.)

(c) In writing / in person: Office No. 214, 2nd Floor, Siddha Weston, 9 Weston Street,
Kolkata - 700013

(d) Website: the Contact form at the Company’s website

7. Turnaround Times and Escalation Matrix

Level | Handled by Acknowledgement Resolution target

Level | Amol Kothadiya Within 5 working days | Within 15 days of receipt
1

Level | Amol Kothadiya Immediate on Within 45 days of original
2 escalation receipt

Level | Reserve Bank of India Per RB-10S 2026 Per RB-10S 2026

3 (Section 9)




If resolution at any level requires more time, an interim reply stating the reason and the
expected timeline is sent before the target date. A complaint is treated as closed only when
the resolution has been communicated to the complainant.

8. Grievance Redressal Officer

The Board has designated the following officer as Grievance Redressal Officer (“GRO"), who
may be approached where a complaint is not resolved at Level 1 within the target time or
the resolution is unsatisfactory:

Grievance Redressal Officer:

Name - Amol Kothadiya

Office - No. 214, 2nd Floor, Siddha Weston, 9 Weston Street, Kolkata - 700013
Phone - +91 33 4009 7568

Email - accounts@maapahari.co.in

The GRO is responsible for the effective functioning of this mechanism, maintains the
complaints register, and reports to the Board as per Section 12.

9. Escalation to the Reserve Bank of India

If a complaint is not resolved within 30 days of its receipt by the Company, or the
complainant is not satisfied with the resolution, the complainant may lodge a complaint
with the RBI Ombudsman under the Reserve Bank - Integrated Ombudsman Scheme,
2026:

(a) Online: https://cms.rbi.org.in

(b) Toll-free contact centre: 14448

(c) Physical: Centralised Receipt and Processing Centre, Reserve Bank of India, 4th Floor,
Sector 17, Chandigarh - 160017

Salient features of RB-10S 2026: the Scheme covers complaints involving deficiency in
service by regulated entities; a complaint may be filed if the Company does not reply within
30 days of receipt or the complainant is not satisfied with the reply; the complaint must be
filed within the limitation period prescribed under the Scheme; no fee is payable; the
Ombudsman may award compensation up to 330 lakh for the amount in dispute, and
additionally up to 33 lakh for loss of time, expenses, and harassment or mental anguish.

10. Principal Nodal Officer

The Company has designated a Principal Nodal Officer (“PNO") responsible for
representing the Company and furnishing information in respect of complaints filed against
it under RB-10S 2026:

Principal Nodal Officer: Amol Kothadiya - Director
Office No. 214, 2nd Floor, Siddha Weston, 9 Weston Street, Kolkata - 700013
+91 33 4009 7568 - accounts@maapahari.co.in




11. Display Requirements

The Company displays at its office and on its website.
11. Complaints MIS, Root Cause Analysis and Board Reporting

The GRO maintains a register of all complaints capturing source, category, dates of receipt,
acknowledgement and closure, and resolution. Complaints are analysed for root cause, and
systemic issues identified are remediated through changes in process, documentation or
training. A consolidated report on the number, nature and disposal of complaints, together
with the periodic review of the functioning of this mechanism, is placed before the Board at
least Annually.

12. Review

This Policy is reviewed by the Board annually, and earlier where a change in the regulatory
framework including any amendment to RB-I0S 2026 or to the Company’s coverage under
it so requires.




