svasti

Customer Complaint — Lodging and Escalation Process

Svasti Microfinance Private Limited

Step 1: Lodge your complaint through any of the following channels

A 4 A

Walk into branch Call Helpline Email Letter
mai
Meet Assistant Branch 9769616817 | 10 am — . . To corporate head
) info@svasti.in )
Manager 5:30 pm, working days office

Complaints Recorded in System
Categorized: Query / Service Request / Complaint

Resolved
within 7
days?
No

Escalation Matrix

Complaints Closed and
(Internal)

Customer Informed

If the branch does not resolve within 7 days

Level 1: Call Helpline | Call 9769616817
TAT: 30 days (direct) / 15 days (SRO/RBI referred)

y

Resolved
within 15

Nol_—

days?

Escalation Matrix
(Levels 2-4) - if
unresolved after

contacting helpline Complaints Closed and
Customer Informed

If unresolved after contacting helpline

Level 2: Grievance Redressal Officer (GRO)
Nitesh K. Sinha | 9004349071 | nitesh.kumar@svasti.in
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Customer Complaint — Lodging and Escalation Process
Svasti Microfinance Pvt Ltd

If unresolved after contacting the GRO

Level 3: MFIN — Self Regulatory Organization
Toll-free 1800 102 1080

Final escalation to the regulator

Level 4: Reserve Bank of India — Department of Non-Banking Supervision (DNBS)
Chief General Manager, Fort Glacis, 16 Rajaji Salai, P.B. No.40, Chennai — 600001
Tel: 044-2536 1490 / 2539 9222 | Fax: 044-2539 3797

TURNAROUND TIME (TAT) SUMMARY

Complaints lodged directly with Svasti

30 days

Complaints via SROs (MFIN, Sa-dhan) or RBI

15 days

Escalation trigger to helpline

If no resolution within 7 days at branch

Escalation trigger to GRO

If no resolution within 15 days via helpline

Escalation to MFIN / Sa-dhan
(if Svasti unresolved)

30 days from date of complaint

Escalation to RBI (if Svasti unresolved)

30 days from date of complaint
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