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FAIRPRACTICE CODE

A) PREAMBLE / INTRODUCTION

The Fair Pracuce Code ("FPC') has b:en fonnulated by Ma-ximal Furance and Invesflnents Limtted (tle

Company) in accordance with Reserv: Bank of India Guidelines issued by dre Departrnent of Non-

Banking Fnrancial Companies vide Crcular No. RBI/2015-1.6/16 DNBR eD)
CC.No.054/03.10.11,6/2015-16 dated July O!, 201.5, on Farr Practices Code for NBFCs. and N'[aster

Drrectron - Resen e Bank of Indra Q\on-Bankrng Financial Company - Scale Based Reguiauon) Ditections,

2023 (rrpdated as on lvlarch 2I,2024).

The FPC will be applicable to all th: offices of the Company includrng the Regstered Office and

Branches, if any, located across India. The FPC sha.ll be binding on all the employees and officers of the

Company.

B) OBJECTIVES

i. Adopt the bestpractics in dealings with customers.

ii. Set challenging benclrmarks and strive to achieve high operatrng standards for ensuring

customer satisfaction.

iii. Follor.v transparent, fair, ethical and legally tenable Practices while conductrng

business.

rv. Provide all necessary informaflon and inputs to customers / prospecdve customers and

promote a mutually bsreficial long-term telationshrp.

v. Facrlitate a continu')usly growing base of satisfied customers while scrupulously

avoiding acquisition oi customers having doubtful credentials or criminal backgtound'

C) DECI-ARATIONS COMMITMENTS

i. The Company unde:ukes to abide by a1l applicable laws, reg-rlations and guidelnes

passed / issued by the Regulators (Reserve Bank of India, MCA etc.) and od-rer

competent authorities such as Government, Local Authority etc'

The Compaly conmi,s itself to ftrl1 custorner satrsfaction drrough efficient, professional and

coutteous services aross all its offices.

The Company shatl consistently strive to meet rvith and imptove upon the intemally set

benchmarks and ptactices and be ahead of the standards p tevalent in the industry.

The Company underlahes not to chscriminate customers on grounds of religion, caste,

gender or language.

The Companywill ptovide clear and full infonnaron about its producs and services to its

customers / prorpectir." customers and will not resort to zny misleadrng or potentrally

rmsguidrng advertjsenent or publicity.

v.



vi. The Company undertakes to desist from introducing any products / services having

elements ofhidden charges or lack oftranspz-rency.

vii. The company undertakes to ensure equal access to products and services for aii

appiicants, including d-rose rvith disabilities, ivhile providing necessary suppoft. We also

uphold a robust Grievance Redressal Mechanism to address any concerns from

individuals widr disab lities."

viii. The Company will communicate in the local language with the customet and in English at

the request of the cus.omer. customer for any accidentaj, inadvertent or fiaudulent ioss of
securitywhilst m tl-re c-rstody of the Company.

The Company undetakes not to take advantage of ary unintentional ot clerical etrot made

by the customer while transacting business'

The Company is committed to put in place a system fot prompdy addtessing complaints and

suggestions of the customers supplemented r,vith a structured Grievance Redressa-l

N.{echanism having ar: escalation matrix.

The Company sha1l di;play dre FPC on its website and make available to dre Customer, on

request, acopyofdre FPC on demand.

1X.

x.

xi.

D) Application for Loans and their processing:

i. All communication tc the borrower will be in a language as understood by dre borrower or

vemacular language.

ii. All Loan Application Forms shall contain detailed infomation relating to the terms and

conditions governing the Loan and other relevant information affecting the interest of our

valuable customers. These forms shall also contain the particulars of standard

documents to be sutmitted with dre Application Form. Horvevet, tlle Cornpany nla|:

depencling on the credit ru-rdetwriting requirements tequire other documents ftom dle

customers, as it may,leem fit.

i1i. The Company explains to tle customers the contents of various loan documents in the

vemacular language and further ensutes that the customer undetstands dre terms and

conditions goveming th e Loan.

Loan application forrs sha-11 include necessary informaLon rvhich affects dle interest of the

borrower, so that a meaningful compadson rvith the tenls and conditions offered by other

NBFCs cax be n-rad: and informed decision can be taken by the borrowet' The loan

applicaton form nray inchcate the documents tequired to be submitted rvith dre

application form.

v. \X4rerever applica:le, the Company shall follow the system of issuing

acknorvledgements for recerpt of all loan applicauor-rs. The Company rvill consider a-11 &e

clocuments submltted and the mfonr-iaflon provided' verifi' the credit rvordliness of the

customer and evaiuate the proposal at its sole drscretion. The Conpany shall further endeavor

to grumate the status of ail loan applicatrons regardurg iB acceptance or reiection vidrin 7

rvorking days of rece:ving the applicatron along widr a-11 necessary documents.



The completed loan application form sha-11 indicate the loan amount to be disbursed,

information which affects the interest of dre bortower, the annualised rate of intetest applicable,

processing fee (if any), dates of interest payments due, loar tenure etc. Company shallprovide

the acknowledgement recerpt of the loan application form rvidr the time frame s,ithin rvhich

loar applications will be disposed of.

The Company shall convey n writing to the borrower in the vemacular language as

understood by the borrorver by means of sanction letter or otherwise, the amount of loan

sanctioned alongwith the terms and condiuons including annualised rate of interest and

method of rpplication thereof and shall keep the acceptance of these tems and condiuons by

dre borrower on its record.

E) Loan Appraisal and Terms and Conditions:

v1.

Y11.

lV.

11.

iii.

I,Iaximal sha11 convey in writing to the borror,ver in the Englisir ot vemacular lalguage as

understood by the borrorver, by means of sanction letter or othetrvise, the amount of loan

sanctioned along rvith the terms and condiuons including annua"lised rate of interest and

method of applicauon thereof and keep the acceptance of these terms and condiuons by

the borrower on the record.

Maximal shall fumish a copy of tl-re loan agreement along wrth a copy each of al1

enclosures quoted in the loan agreement to all dre borrorvers at dre time of

disbursement of loans.

Maximal shail mention the penal interest chtrged for lrte repayment in bold il the loan

agr-eernent, if any.

Acceptar-rce of the Salctron Letter by dre customel shall be kept on tecord.

F) Disbursement of Loans and changes in Terms and Conditions:

4 Maximal shall value openness and transparency in the system. The Company sha1l keep the

customers informed in the vemaculat lalguage ot a language as understood by fie borrower, in the

event of anymodification in terms and conditions, repayment schedule, intetest rates, security, and

other changes material to customer's relation rvith the Company. Any changes in interest rates arrd

charges shall be affected only prospecuvely. A suitable condition in dris regard should be

incorporated in the loan agreement.

Maximal is dedicated to provide borrowers rvith clear and accessible pedodical statements drat oudrne

key loan information, including principal and interest tecoveted, EMI details, and the annuaLzed

rate oiinterest. We strive to ensure that these statements are user-fiiendly ard easilyunderstood

b)'a-11 borrowers.

b) Recall of Loan: Any decision pertaming to Recall of I-oan or Acceleralion o[ repf,yrnent or

seektng of Nty addtuonal secudties sl-rall be tahen su-icdy in accordance with dle relevant

provisions in the respective agreementwith dre customer and amendments rtade theteto.



.) Release of Securities: Maximal shall release all securities on repayment of all dues or on

realisation of the outstanding rmount of loan sub ject to any legitimate nght or lien for any other claims,

the Company may hwe against the borrorvers. If such nght of set off is to be exercised, dre borrorvet

shall be grven notice about dre same vith full partrculats about the remaintng clarn-is and dle

cor-rditions under rvhich the Company is entrtled to retain dre securities ull the relevant claim is

settled/paid.

G) General Clauses:

!, Non-Interference:

i. The Company or any of the employee of the Company shall not interfere in the affa-rts of the

botroryet except as provided r.rnder the circumstances mentioned in the agreement.

If any nerv information or fin&ngs not previously disclosed by the borrower comes to the notice of

the Company, the above restti;tion shallnot apply.

II. Transfer o{Account

ii.

\X4renever a request

respond to dre same

rccordance rvith tems

for transfer of lozu-r account is received from z customer, d-re Company sl-rali

witlrnr 21. days of receipt of request. Acceptance or refusal thereof sl-rall be in

of the agreement. Such transfer sha11 be as per trrnsParent contractual tems in

IV.

consonancewith iaw.

ilL Recoverv Process

If any recovery proceedurgs need to be ir-itirted, these shallbe conducted in rccordance rvith tlte rights provided

under the Agreement ancl in accordance rvrth Iegal1y accepted noLms. The Company ttains its staff adequateiy

to cleal rvith 1he customers tn an approp:iate manner. The Company does rot resott to coercive measures (rke

persistently bothering at odd hours, us,e of n-]uscle po\ver, rude behaviout ot harassment ftom any of dle

statTof the Company) for tecovery of loan.

As a measute of customer protection and to bring ur uniformity with tegard to prepayment of various loans

by borrorvets of the Company, fhs Qornpany shall not charge foreclosute charges/ pre-payment penalties

on all floating rate telm loans sanctioned to individual botrowers'

penalties imposecl for non-compliance wif-I-r material terms and conditlons of loan conffacts by

borrorvers sha-ll be classified as 'penal charges' tather than 'penal interest,' rvhich is al addruon to the interest

rate on tlre loan. Furthermore, penal charges will not be caprtiltzed, meaning no additronal Lnterest lvrll be

calculated on these charges; horvever, this does not impact the standard procedures for compoundrrg interest

rvrd-un the loan account'

Comotance



Our company rvrll refratn from introducing any additional components to the intetest rate and will strictly adhere

to drese guidelines in both letter and spirit.

A Board-approved policy will be developed regarding penal charges or similar fees on loans, tegardless of

theirnomenclature. The impositon of penal chatges will be reasonable andpropottional to the extent of

non-compliance rvith the material terms of the loan contract, ensuring non-discnminttion rvithin specific loan or

product categories.

Penal charges for loans granted to urdividual borrowers for non-business purposes will not exceed drose

applied to non-individual botrorvets fot similar instances of non-compliance.

The quantLrrn ar-rd tadonale for any penal charges will be transparendy drsclosed to customets rvidrin fie

lozur agreement, I{ey Fact Statement (l(FS), a:-rd prominendy featured on the corrpzury's rvebsite under

Interest Rates and Service Charges.

\Mren reminders regarding non-compliance with material terms are issued, the associated penal charges

rvill be communicated to borrorvets, along widr the teasons for dreir applicalon.

H) Responsibility of the Board of Directors:

The Board of Directors or the Committee theteof of Compa-ny shall lay dorvn appropriate grievance

redressai mechanism rvithin the organization. Such a mechanism should ensure drat all disputes arising out of

the clecisions of Compaly's ftincdonaries are heard and chsposed of at least at the next higher level. The

Board of Directors' either through itself or by through any Committee thereof sltall also provide for periodical

revieu, of the compliance of the Fair Practices Code and the functionhg of the gt'ievances redtessa,l mechanism

at r,ar-ious levels of management. A consoliclated report of such reviervs mzLy be submitted to the Board at

regulat intervals, as rtay be appropriate.

I) Grievance Redressal and Customer Relationship Management:

It shall be the Endeavour of the Compaxy to improve the quality of service and tedress complaints ald

gr-ievances, if any, of the customers as part of Customer Relationship Management.

Customer complai.nts shall rn the first instance, be logged in at the neatest Office/Branch. The desrgnated

Customer Satisfaction Executive shall be the first point of contact'

In tl-re event of non-disposal of complaint by the designated executive, the same shall be escaiated using the

escalatiol matrix intimated to customefs so that the custome r grievance is re solved spe ecirly.

Nrlaxirlal shall chsclose the follorvrng at all its branches/ places vhere business is ttansacted and on its

rvebsite:

t6e name and contact detarls (Ielephone / Mobile nos. as also emarl address) of tl-re

Grievance Redressal Officer who can be approached by tl-re public for resolution oF

complarnts against the ComPany.

Scheme Highlights along with the Name and contact detarls of the Nodal Officers and

pLincipal NoOlbfn..r, ,rd., the Reserve Balk - Integrated Ombudsman Scheme, 2021 vbo
t,)



cax be approached by the public for resolutron of complaints against fie Compa:ry.

D Regulation of excessive interest charged by NBFCs

I. Interest Rate:

Appropriate internal principles and procedures in determining nterest rates and processing ald odrer

charges shall be followed in line with the approved compaxy policies ftom time to time. The rate of

interest shall be based on the methods mapped in the Interest Rate Policy of fie Companyas approved

by the Board on its regular intervals.

IL Gradation of Rislc

The decision to grve a loan and the interest tate applicable to each loan account sha.ll be

assessed on a case-to-case basis, based on multiple parameters such as dte q.pe of asset being

financed, bor:rower profile arrd repaynent capacity, borrower's other financial commitrnents,

pmt repayment trach recoLd, if any, the secudty for the loan as represented by the under'lying assets,

ioan to value ratio, mode of paynent, tenure of the loan, geography (ocation) of dre borrower, end

r.rse of the asset etc.

The rates of interest are subject to change as the situaton warrants and are subiect to the

discreuon of the management on a case-to-case basis or change in the associated policies of dre

companyrn dris regard.

The rate of ilrterest informed are annualized rrtes so that dre borrorver is alvare of the exact rates

thatwould be charged to the account.

K) Disclosures in loan agreement f loan catd

lvlaxirnal shall have a Board approved, standard loan agreement preferably in vemacular language. In the

loan agreement dre following sl-ra.llbe disclosed:

i. Atl the terms and condruons of the loan

ii. Pricing of loan involving only Four components viz. Interest Charge, ptocessing cl-ratge,

application fee and insurance premium (including administratrve charges in respect

thereof)

iii. No Secunty Deposit / X,fargrn is beurg collected from dre bor:rower by itself or by dlrd

parues as a condiuon to avarl dre loan

iv. Moratorium between the grant of the loan and the due date of repayment of tl-re first

installment

v. The privacy of borrower datarvrllbe respected and thatno datarvtllbe shared rvith the third party

without taking customet consent unless required by Legulatron'

vi. Grant of loan is not linkecl to any other product/servrces offeted by the compary or dritd

pztrty

G rievan c e re dre ssa-l me chanisnl

Commitmentto tfarsparency and fart lendrngptactices as prescribedby RBI

vii.

viii.



rx. Company will be accountable for preventing inappropnate employee behavior and umely

grievance redressal.

L) Non-Coercive Methods of Recovery

i. N,la-rrma1 sha-11 ensure I(YC guidelines supulated by RBI are complied rvith and adequate due

chligence is carned out on dre cr.rstomet before extending dle loan.

i1. Maximal shall collect all its recoveries at the central designated place namely Centre

Meeungs. Only in the case borrorver fails to attend the Centre lvleeting on two or mote

occasions and fails to repay, its field staff shall i,isit to the place of residence or place rvork of d-re

borrower forrecovery.

ui. Maximal shall ensure that a unifonn systems and procedute approved by Board as a policy rn

the matter of staff recruitment, trarrrng and supervision. policy shall be to ttain field staff through

training programs to inculcate appropriate behavior towards botrowers without adopfing any

abusive ot coercive debt collection / recovery practices.

ir,. Nlaximal sl-rall have a poliry of appratsal of field staff, where dre compliance of code of

conduct and customer satrsfacf,on shall be dre patameters for appropriate compensation.

v. Maxrna] shall Lnirate necessary disciplinaq, acdon ag:unst strff wllo abuses zury of tl-re items

under Code ofconduct.

vi. lvlaximal shall not engage/outsource ary tecovety agents for recovery/collection.

Important Notes: -

Iktiew of this poliqt would be untlertakenyarfi and willbe subject to approual fu the BoardlAnjt chattge in donmutt(s) b1

uEt of arlttitions and amendments due to changa in laus, ruguktions, accoanling standards, etc. would Jollou chaage

ritanagement process and adeqaate uenion contml.

ffi


