AMAS RURAL HOUSING & MORTGAGE
FINANCE LIMITED

Consumer Grievance Policy



The Consumer Grievance Policy at MRHMFL has been designed on the lines of the model policy for
Consumer Grievance provided by the IBA. The policy has been formulated at the request of National
Housing Bank (NHB) to have a policy aimed at reducing customer dissatisfaction.

This policy is aimed at minimizing instances of customer complaints and grievances through proper
service delivery and review mechanism and to ensure prompt redressal of customer complaints and
grievances. The policy will cover all types of complaints/grievances whether against the company,
its officials or any external agencies like DSA/Referral, Collection Agency, representatives, service
providers related to the company, etc. The grievance Redressal mechanism as specified in this
policy will remain same for all.

The policy is based on the following principles:

e Employees work in good faith and without prejudice to the interests of the customers.

e Customers be treated fairly at all times.

o All complaints are treated efficiently and fairly.

e Complains raised by customers are dealt with courtesy and on time.

e Customers are fully informed of avenues to escalate their complaints/grievances within the
organization and their rights to alternative remedy, if they are not fully satisfied with
response of the branch to their complaints.

Mandatory display requirements:

e MRHMFL has formulated a Fair Practice Code which defines the practices and procedures
for dealing with customers in a fair manner.

e All communication material, product brochures, product and process information is
generally provided in English language. Wherever necessary local language and / or Hindi is
used.

e  MRHMFL customers can inform their grievance at the respective branch or at Head Office.

e MRHMFL has also displayed at each branch the escalation process for customer grievances
along with contact details.

Procedures:

e The Company would endeavor to deal quickly and sympathetically to correct any mistake
committed by its staff/system/process and would cancel any charges wrongly accrued due
to such mistakes.

e The Company would provide suitable alternative avenues to alleviate problems arising out
of technological failures.

e To redress customer grievances, he/she may write or call the Branch Manager clearly
stating the nature of your grievance along with necessary documents, if any and the
complaint shall be worked upon to solve and the customer be informed of the progress
within a reasonable period of time.



Procedure for Complaints:

Officer Contact Details Time Required to resolve
Concerned Branch Branch Office 3-5 Days

Manager

If Applicant is dissatisfied, he can make a further complaint to

Zonal Branch bharat@mas.co.in 3-5 Days

Manager 079-49137777 or 079-49137799

If Applicant is dissatisfied, he can make a further complaint to

Operation Manager mrhmfl@mas.co.in 3-5 Days
079-41106662

If Applicant is still dissatisfied or where no response is received, he can make a further
complaint to

Complaint Redressal| Online Mode link:

Cell, National Housing| https://grids.nhbonline.org.in
Bank or

in offline mode by post in
prescribed format available at
link:
http://www.nhb.org.in/Grievanc
e-Redressal-System/Lodging-
Complaint-Against-HFCs-
NHB%E2%80%93Physical-

Mode. pdf

to

Compliant Redressal Cell,
Department of Regulation &
Supervision, National Housing
Bank, 4" Floor, Core 5A, India
Habitat Centre, Lodhi Road,
New Delhi - 110 003

e All the complaints and action taken are reviewed by the Audit Committee.
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