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1. Background

As per the extant guidelines issued by the Reserve Bank of India, all Non-Banking Financial Companies 
(NBFCs) are required to establish an effective grievance redressal mechanism for addressing customer 
complaints fairly, consistently, transparently, and expeditiously.

This Aparoksha Grievance Redressal Policy (the “Policy”) has been formulated in accordance with the 
applicable provisions of:

• Master Direction - Reserve Bank of India (Non-Banking Financial Company - Scale Based Regulation) 
Directions, 2023, as amended from time to time;

• Reserve Bank - Integrated Ombudsman Scheme, 2021;

• Fair Practices Code guidelines applicable to NBFCs; and

• Other circulars, notifications, and directions issued by RBI from time to time.

This Policy applies to all products, services, branches, offices, employees, outsourced agencies, and 
customer interactions of the Company.

The  Policy  shall  be  reviewed  periodically  and  updated  to  incorporate  changes  in  regulatory 
requirements.

2. Objective of the Policy

The objective of this Policy is to ensure that:

• All customers are treated fairly and without bias.

• Customer complaints and grievances are addressed courteously, consistently, and within prescribed 
timelines.

• Customers are informed of the channels available for lodging complaints and seeking escalation.

• The grievance redressal mechanism remains transparent, accessible, and effective.

• Customers are made aware of their rights to alternative remedies.

3. Principles of Grievance Redressal

The Company shall adhere to the following principles:

• Customers shall be provided with clear information regarding the process for raising complaints.

• The grievance redressal mechanism shall be accessible to all customers, including persons with 
disabilities.
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• The complaint registration process shall involve only relevant information and shall not create 
unnecessary hardship.

• Complaints shall be handled fairly, objectively, and in accordance with RBI guidelines.

• Resolutions shall aim to minimize customer inconvenience.

• All complaints shall be recorded in a centralized system with a proper audit trail.

4. Channels for Lodging Complaints

Customers may raise complaints through any of the following channels:

Sr. No. Complaint Channel

1 Registered Mobile Number

2 Registered Email ID

3 Company Website

4 Phone Call

5 In-person visit to the Registered Office

5. Acknowledgement & Resolution Timelines

All complaints shall be acknowledged within 3 working days with a unique reference or ticket number.

Level / Activity Timeline

Acknowledgement 3 working days

Level 1 - Customer Service Team 7 working days

Level 2 - Grievance Redressal Officer 15 working days

Overall Maximum Resolution 30 calendar days

Important:
The final response or decision should be communicated to the customer within the overall maximum 
resolution timeline stated above.
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6. Resolution & Escalation Mechanism

Level 1 - Customer Service Team

Phone 1800 202 8313

Email reachus@loan2wheels.com

Resolution Timeline Within 7 working days

Level 2 - Grievance Redressal Officer & Principal Nodal Officer

Name Mr. Hari Prasad BS

Designation Grievance Redressal Officer / Principal Nodal Officer

Phone +91 98867 96324

Email nodalofficer@loan2wheels.com

Address
No. 19, Ground Floor, Kumara Krupa Road, Opp. Janardhana Hotel, 
Bengaluru - 560001

Availability
10:00 AM to 06:00 PM, Monday to Saturday, except public and banking 
holidays

Resolution Timeline Within 15 working days

Level 3 - Reserve Bank - Integrated Ombudsman Scheme, 2021

If the complaint is rejected wholly or partly by the Company, if the customer is not satisfied with the 
resolution provided by the Company, or if no response is received within 30 calendar days from the  
date  of  receipt  of  the  complaint,  the  customer  may  approach  the  Reserve  Bank  -  Integrated 
Ombudsman Scheme, 2021 through the following modes:

Preferred Mode CMS Portal - RBI Ombudsman

Toll-Free Number 14448 (24x7)

Secondary Contact
Reserve Bank of India, Officer-in-Charge, Department of Supervision 
(NBFC), 10/3/8, Nrupatunga Road, Bengaluru - 560001

Phone 080-2218 0100 / 1160

Email blssmbangalore@rbi.org.in
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7. Additional Customer Disclosures

• Contact details of the Grievance Redressal Officer / Principal Nodal Officer shall be included in the Key 
Fact Statement (KFS).

• A link to the RBI Sachet Portal shall be prominently displayed on the Company’s website.

• Salient features of the Reserve Bank - Integrated Ombudsman Scheme, 2021 shall be made available in 
English, Hindi, and Kannada.

8. Monitoring & Reporting

• Ageing analysis, root cause analysis, and corrective actions shall be undertaken for recurring complaints.

• Complaints received from RBI, Ombudsman Offices, or other regulatory authorities shall be monitored 
separately.

• A quarterly summary of complaints shall be placed before the Board of Directors for review.

9. Website Display & Customer Awareness

The Aparoksha Grievance Redressal  Policy,  escalation matrix,  contact details,  Ombudsman Scheme 
details, and Sachet Portal link shall be prominently displayed on the Company’s website, branches, and 
customer interaction points.

10. Review of the Policy

This Policy shall be reviewed by the Board of Directors at least once annually or earlier if required.

The updated Policy shall be uploaded on the Company’s website after approval.

Approval & Registered Office Details
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