
 
 
 
 
 
 
 
 
 
 
 
 

 

************************************** 
FAIR PRACTICE CODE 

OF 
SATIN FINSERV LIMITED                            

(VERSION 3) 

************************************** 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

SATIN FINSERV LIMITED 

Regd. Off & Corp Off : 4th Floor, B wing, Plot No. 492 Udyog Vihar, Phase III Gurugram Gurgaon 

Haryana 122016  

CIN: U65999HR2018PLC099128 
 



FAIR PRACTICE CODE POLICY 
 

The Fair Practices Code of Satin Finserv Limited (“SFL”) aims at providing its members an 
overview of practices, which will be followed by SFL in regard to the financial services being 
provided. SFL main emphasis is to provide a fair and reliable service to its members while lending 
and collection of dues. The organization's fair practice code is based on the principle of being aware 
of the sensitive condition of the member and respecting their dignity while adopting a sensible 
approach towards recovery of dues. 

 
The Company’s Board of Directors and the management team are responsible for implementing 
the fair practices hereinafter detailed, and also to ensure that its operations reflect its strong 
commitment to all the stakeholders for offering in a fair and equitable manner, the various financial 
services and products including lending and that all employees are aware of this commitment. 

 
The objectives of the Code are 

 
a. To promote good practices and ensure good practices in dealing with customers; 
b. Greater transparency enabling customers in having a better understanding of the product 

and taking informed decision; 
c. To strengthen mechanisms for redressal of customer grievances. 

 
APPLICATION FOR LOAN AND THEIR PROCESSING 

 
1. All communications to the borrower will be in the language as understood by the borrower. 
2. Loan application form should include necessary information which affects the borrower, so 

that meaningful comparison with terms and conditions offered by other NBFCs can be made 
and informed decision can be taken by the borrower. The loan application indicate the 
documents required to be submitted with the application form. 

3. The Company shall provide to the prospective borrower an acknowledgment for the receipt 
of all loan application. An indicative time frame within which loan applications  will be 
disposed of will be mentioned in such acknowledgement. 

 
LOAN APPRAISAL AND TERMS/ CONDITION 

 
SFL shall convey in writing to the borrower in the 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. As complaints received against the 
Company generally pertain to charging of high interest / penal interest. If Company charges    any 
delayed payment charges, it will be communicated to the borrowers. Appropriate internal 
principles and procedures for determining interest and other charges, as per Interest Rate Policy of 
the Company, shall be laid 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. 

 
DISBURSEMENT OF LOAN INCLUDING CHANGE IN TERMS AND CONDITIONS 



a. The Company shall give notice to the borrower in the language as understood by the 
borrowers of any change in the terms and conditions including disbursement schedule, 
interest rates, service charges, prepayment charges etc. 

b. The Company shall ensure that changes in interest rates and other charges are effected 
only prospectively. A suitable condition in this regard should be incorporated in the loan 
agreement. 

c. The decision of the Company to recall / accelerate payment or performance shall be in 
consonance with the terms of the loan agreement. 

d. The Company shall release all securities upon repayment of all dues or on realization of 
the outstanding amount of loan subject to any Legitimate right or Lien for any other claim 
it will have against borrower. In case such right of set off is to be exercised, the borrower 
shall be given due notice with full particular about the outstanding claims and the conditions 
under which the Company is entitled to retain the securities till the relevant claim is 
settled/paid. 

 
GENERAL 

 
a. SFL will refrain from interference in the affairs of its Borrower except for the purposes 

provided in the terms and conditions of the loan agreement of the respective loan 
agreement (unless new information, not earlier disclosed by the Borrower, has been 
noticed) 

b. In case the receipt of the request from the borrower for transfer of borrowal account, the 
consent or otherwise i.e. objection of the Company, if any, should be conveyed within 
21 days from the date of receipt of request. Such transfer shall be as per transparent 
contractual terms in consonance with law. 

c. In the matter of recovery of loan, the Company should not resort to undue harassment 
viz; persistently bothering the borrowers at odd hours, use muscle power for recovery of 
loans etc. As complaints from the customer also include rude behavior from the staff 
of the SFL, SFL shall ensure that the staff are adequately trained to deal with the 
Customer in an appropriate manner. 

 
RESPONSIBILITIES OF BOARD OF DIRECTORS 

 
a. The Board of Directors of the Company have laid down the appropriate grievance 

redressal mechanism within the organization to resolve disputes arising in this 
regard. The extract of Grievance Redressal Mechanism is  set out in Annexure 
A. Such a mechanism should ensure that all disputes arising out of the decisions 
of Company' functionaries are heard and disposed of, at least at the next higher 
level. 

b. There will be a periodical review of the compliance of the Fair Practices Code and the 
functioning of the grievances redressal mechanism at the levels of management. A 
consolidated report of such reviews will be submitted to the Board at regular intervals, 
as may be prescribed by it. 

 
The public notice will serve the purpose of highlighting to the customers, the grievance redressal 
mechanism followed by the Company, together with details of the Nodal Officer and of the Regional 
Office of the RBI. 



UPDATION IN FPC POLICY OF COMPANY 
 

Chief – executive officer/Whole-time director of the Company shall be authorized to amend/modify 
the FPC Policy or such other related guidance notes of Company, to be in line with RBI or such 
other statutory authority’s requirements/updates/ amendments time to time. 

 
ADOPTION 

 

This Policy Document and any changes made during the annual reviews shall be taken note/adopted 
by of the    Board of Directors. 

 

 
  



Annexure A 

 

GRIEVANCE REDRESSAL PRINCIPLE 
 
Satin Finserv Limited (SFL) is dedicated to provide the highest quality of services to its clients. SFL 

believes in having a strong mechanism for recording and responding in a timely manner to queries and 

complaints of its clients. For the purpose, SFL also has a mechanism for timely and effective client 

grievance redressal. 

 
GRIEVANCE REDRESSAL PROCESS AND MATRIX 

a) To Log a complaint / grievance toll free phone number 1800- 572 -1102 has been 

provided to the Customer.  

b) All the employees at branches and regional are given induction as well as refresher 

training on the grievance redressal process. 

c) A complaint process chart is placed on the notice board of every branch offices clearly 

stating the process of grievance redressal system in vernacular language at the branch 

level.  

d) ‘Grievance Redressal Officer’ attends to the grievances reported directly to the Head 

Office. The grievance redressal officer discusses the grievances with the respective 

branch offices and maintains a grievance log in order to seek complete resolution to 

the issue.  

e) The officers have to respond to grievances in a prompt, efficient and courteous manner. 

f) A Complaint Register is maintained at Branches and all genuine complaints received 

are recorded with resolution. 

g) In all cases complaint received at the branch the Branch Manager / Area Manager will 

make an earnest effort to redress the grievance and/or implement the suggestion if it 

relates to any operational issue, which is within his/her competence/authority. 

 

SFL has developed the redressal mechanism to solve its Customers’ grievances on priority 

basis. There are different channels through which the Customers can register their complaints 

with SFL 

      The Company has various channels to reach out i.e. through call, mail and written letter. 

Below are the various ways / modes through the customers can register their Complaints/queries/ 

enquiries: 

Primary Level :-  

a. Walk‐ins in Branch office recorded in Complaint/ Suggestion register. The flow of visit 
complaints is given under Annexure B.  

b. Through Call: Call our customer service support helpline on 1800- 572- 1102 between 

09:30 am to 06:00 pm from Monday to Friday 

c. Through Email: Email us :- Clientgrievance@satinfinserve.com ( Please ensure to 

mention you loan account no and the contact no in email ) 



d. Through Written Letter: Write to us at the below mention address :- 

                             
 
                                                          Ms. Khushbu Yadav  
                                                          Designation:- Senior Manager   
                                                          Department: - Operations  
                                                          Satin Finserv limited  
                                                          Email :- Clientgrievance@satinfinserve.com 
                                                          Contact no :- 1800- 572- 1102 
 
                                                  
                                                          Mr. Omshiva Srivastava 
                                                          Designation:- Manager   
                                                          Department: - Operations  
                                                          Satin Finserv limited  
                                                          Email :- Clientgrievance@satinfinserve.com 
                                                          Contact no :- 7048914752 
 
Secondary Level: 
 
In case the complaint is not resolved within 7-10 working days or if the customer is not satisfied  
with the solution provided through above channel, The customer may approach/escalate to the 
following :- 
 
Level 1 Escalation:-  The Company has Board approved Grievance Redressal Officer. The 
details of the same are given below:                  
                                                          Ms . Khushbu Yadav  
                                                          Grievance Redressal Officer  
                                                          Satin Finserv limited  
                                                          Email :- Clientgrievance@satinfinserve.com 
                                                          Mobile :-9953095950 
 

The customer will receive response within 15 working days. Please quote the reference of earlier 

communication in this regard. 

In case the complaint is not resolved within the given time or if the customer is not satisfied 

with the solution provided through above channel, you may approach the following:-  

 

Level 2 Escalation:-        (i)   Mr. Manish Dwivedi  
                                               Satin Finserv Limited  
                                               4th floor, B Wing Plot no. 492,Udyog Vihar  
                                               Phase III Gurugram 122016 Haryana  
                                               Email:- Clientgrievance@satinfinserve.com 
                                               Mobile No:-7428295468  
 
                                        (ii)   Mr. Surojit Chatterjee 
                                               Satin Finserv Limited  
                                               Room No:- 303/304, Murli Corporate Park,  
                                               Plot no –A-80, road no- 16, MIDC, Wagle Industrial area Thane (W) - 400604 
                                               Email:- Clientgrievance@satinfinserve.com 
                                               Mobile No:- 7428295468 
 
 



(Between 09:30 am to 06:00 pm , from Monday to Friday except on public holidays)  
 
Level 3 Escalation:-         Mr. Sumit Mukherjee  
                                         Satin Finserv Limited  
                                         Room No:- 303/304, Murli Corporate Park,  
                                         Plot no –A-80, road no- 16, MIDC, Wagle Industrial area Thane (W) - 400604 

                                               Email:- Sumit.mukherjee@satinfinserv.com 
                                               Mobile No :- 9833372300 

 
The customer will receive response with in 21  working days, If the customer is still not 
satisfied with the resolution provided as stated above or if the complaint is not redressed with 
in a period of 30 working days, The customer may appeal to Officer in Charge of Regional 
Officer of Department of Non-Banking Supervision (DNBS) of Reserve Bank of India (RBI) as 
follows: 
 
The Chief General Manager, 
 
Department of Non-Banking Supervision (DNBS), 
Reserve Bank of India, 
6, Sansad Marg, New Delhi 
Email:nbfco.newdelhi@rbi.org.in 
Tel: 011-2371 4456/ 0538 
 
 
 
The detailed communication w.r.t. is available in Satin Finserv Limited – Grievance Redressal Policy.   
 


