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Introduction

The Company was established by the Ministry of Shipping under the Companies Act, 2013, in August 2016, to
assist in the implementation of the Sagarmala Programme. This programme aims to promote port-led
development in India by developing projects emanating from the National Perspective Plan (NPP). The
company's objectives also include promoting seamless and efficient interface for trade, establishing port-based
Special Economic Zones/Free Trade Warehousing zones, and creating economic activity hubs along the coast
with the participation of coastal communities.

The Company aims to achieve its objective of optimum development of the port sector in India by
conceptualizing, promoting, financing, procuring financing for, implementing, and expediting projects that
promote port-led industrialization, urbanization, and development. The Company aims to raise funds in the form
of debt/equity as per project requirements by leveraging resources provided by the Government of India and
funding agencies. Sagarmala Finance Corporation Limited (SMFCL) aims to increase the scope of private sector
participation for project development and effectively harness India's coastline and waterways for the country's
overall economic development.

Sagarmala Finance Corporation Limited has been referred to as ‘SMFCL in this policy.

Overview

Ensuring exemplary customer service across all touchpoints is critical for sustained business growth. As an
organization, we recognize the importance of customer satisfaction and strive to minimize the instances of
customer complaints and grievances by implementing a transparent mechanism for redressal. This document
outlines a comprehensive review mechanism that facilitates prompt resolution of customer complaints. We are
committed to continuously improving our customer service to achieve high levels of customer satisfaction.
Providing excellent customer service regularly and consistently is paramount to our organization's success.
Complaint handling is an integral part of our customer-facing operations, and we understand the importance of
handling negative customer experiences with care and precision, despite our best efforts to offer high-quality
services. The policy has been formulated considering the following:

D3

» Customers are always treated fairly.

Complaints raised by customers are dealt with courtesy and on time.

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 the response to their complaints.
% The organization will treat all complaints efficiently, transparently, and fairly as they can damage the
organization’s reputation and business if handled otherwise.

We operate to an agreed and documented complaints process.

* The company employees must work in good faith and without prejudice to the interests of the customer.
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Regulatory Reference

Master Direction — Reserve Bank of India - Non-Banking Financial Company — Scale Based Regulation
Directions, 2023 — (RBI/DoR/2023-24/106 DoR.FIN.REC. N0.45/03.10.119/2023-24)

Master Circular - Fair Practices Code - (RBI/2015-16/16 DNBR (PD) CC.N0.054/03.10.119/2015-16)

Reserve Bank - Integrated Ombudsman Scheme, 2021.

Tenets of Grievance Redressal

The organization shall be guided by the following tenets in its approach to grievance redressal:

Customer Awareness: The organization shall endeavor to make continuous efforts to educate its
customers to enable them to make informed channels to approach for grievance redressal.

Fairness & transparency: The customer’s grievance shall be examined in all fairness and the organization
shall take a balanced approach to resolve the same. Organization shall ensure customer grievances are
resolved in a timely and efficient manner.

Escalation: All responses to customer grievances will provide an escalation matrix mentioning the details
of the next level of grievance redressal for the customer.

Review: The organization shall have a regular process of internal review of customer grievances at
multiple hierarchies to enhance Quality and effectiveness of customer service.

Responsibility of Board of Director

The Board of Directors shall lay down the grievance redressal mechanism to ensure that all disputes arising are
heard and disposed of at least at the next higher level. Furthermore, the Board of Directors shall also provide for
periodical review of the compliance of the Fair Practices Code and the functioning of the grievance’s redressal
mechanism at various levels of management. A consolidated report of such reviews shall be submitted to the
Board at regular intervals.

Definition of Query and Complaint

The organization has clearly defined Complaints and Queries so that customer issues are tagged accurately:

A Query is:
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Any doubt/ enquiry

Customer seeking/ cross-checking for clarification / more information.

Customer enquiring/ cross checking before the expiry of specified turnaround time (TAT) for service/
deliverables.

Customer checking status/ progress e) Customer making a request (e.g., deliverables, services, waivers)
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A Complaint is:

+* Agrievance/ protest/ grumble
¢ Customer disputing non—conformance of services/ products/ processes.
«* An error committed by the organization.

Registration of Grievances / Complaints

In case of any instance the customer can raise grievance/Complaint as per grievance redressal process as provided
below:

Step 1:
Customer may contact us via two channels, mentioned below:
1) Online Mode - Submitting a complaint on the E-Mail below addressing the concerns:
Dedicated Email Address: greivance@SMFCLindia.com

2) Offline Mode — Submitting the complaint on the below mentioned registered address:
Block-B 2nd Floor, Block-C 3rd Floor, 4,
Institute for Studies in Industrial Development (ISID) Campus,
Vasant Kunj Institutional Area, New Delhi — 110070

We will resolve your concern within 15 working days from the date of receiving your communication.

Step 2:

If you do not receive a response within 15 working days from date of receiving communication or if you are not
satisfied with the response received, please feel free to escalate your concern at Grievance Redressal officer.
(Refer to the contact details provided in the table below — Escalation Matrix)

We will resolve your concern in 7 working days from the date of receiving your communication.

Step 3:

If you have not received a response within 7 days from the date, we have received your communication at step
2 or if you are not satisfied with the response received, please feel free to escalate your concern at Principal
Nodal Redressal officer.

(Refer to the contact details provided in the table below — Escalation Matrix)

Step 4:

If you have not heard from us for a month or if you are not satisfied with the resolution provided by any of the
above channels, you may approach the by the Reserve Bank of India — Ombudsman to redress complaint.
(Refer the annexure below)
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Escalation Matrix

Level Escalation ‘ Channel
Channel 1: Online Mode

Dedicated E-Mail Address:
grievance@SMFCLindia.com

Level 1 Assistant Grievance Redressal Officer | Channel 2: Offline Mode

Office Address :

Assistant Grievance Redressal officer,

Block-B 2nd Floor, Block-C 3rd Floor, 4,
Institute for Studies in Industrial Development
(ISID) Campus, Vasant Kunj Institutional Area,
New Delhi— 110070

Concern shall be resolved within 15 working days from the date of receiving communication. If response against
the raised concern is not received within 15 working days or if the response is unsatisfactory, escalation of the
concern shall be made to Grievance Redressal officer.

Channel 1: Online Mode

Dedicated E-Mail Address:
ro-grievance@SMFCLindia.com

Channel 2: Offline Mode

Office Address :

Grievance Redressal officer,

Block-B 2nd Floor, Block-C 3rd Floor, 4,
Institute for Studies in Industrial Development
(ISID) Campus, Vasant Kunj Institutional Area,
New Delhi—110070

Level 2 Grievance Redressal Officer

Concern shall be resolved within 7 working days from the date of receiving communication. If response against
the raised concern is not received within 7 working days or if the response is unsatisfactory, escalation of the
concern shall be made to Principal Nodal Redressal officer.

Channel 1: Online Mode

Dedicated E-Mail Address:
pno-grievance@SMFCLindia.com

Channel 2: Offline Mode
Level 3 Principal Nodal Officer Office Address :

Principal Nodal officer,

Assistant Grievance Redressal officer,

Block-B 2nd Floor, Block-C 3rd Floor, 4,
Institute for Studies in Industrial Development
(ISID) Campus, Vasant Kunj Institutional Area,
New Delhi— 110070
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Concern shall be resolved within a Month from the date of receiving communication. If response against the
raised concern is not received within a Month or if the response is unsatisfactory, escalation of the concern
shall be made to Reserve Bank of India — Ombudsman to redress complaint.

Level 4 RBI Complaint Management system https://cms.rbi.org.in/

Principal Nodal Officer

At the operational level, SMFCL has displayed the following information prominently, for the benefit of their
customers, at their website and office / places where business is transacted:

®,

¢+ The name and contact details (Telephone / Mobile number and email address) of the Principal Nodal
Officer who can be approached by the public for resolution of complaints against the SMFCL.

7

% If the complaint / dispute is not redressed within a period of one month, the customer may appeal to the
Officer-in-Charge of the Regional Office of RBI
(Refer the annexure below for complete contact details)

*Note- Principal Nodal Officer and Grievance Redressal Officer shall be appointed by MD.

Periodic Review

The policy must be reviewed at least once every two years to ensure its relevance and effectiveness. Additionally,
the policy shall be reviewed and updated promptly in the event of any regulatory updates, significant changes to
processes or systems, or when deemed necessary by the management. If the existing policy is found to be
inadequate in meeting current objectives and goals, the management reserves the right to initiate a review and
update to align the policy with the SMFCL’s evolving needs and priorities.
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Annexure

Integrated Ombudsman Scheme, 2021

Grounds for Filling a Complaint by Customer:

Any Customer may file a complaint about an act of omission by the company Resulting in a “Deficiency in service”
under this scheme either personally or through an authorized representative.

“Deficiency in service” means a shortcoming or an inadequacy in any financial service or such other services
related thereto, which the Regulated Entity is required to provide statutorily or otherwise, which may or may not
result in financial loss or damage to the customer.

Procedure of filling Compliant:

Online through the portal designed for the purpose. ( http://cms.rbi.org.in)

The complaint may also be submitted through electronic or physical mode to the Centralized Receipt and
Processing Centre as notified by the Reserve Bank.

For Complete Details on the Ombudsman Scheme please refer to the Following Link of the RBI website

s NBFC23022018.pdf

+ Reserve Bank of India
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S.No. Centre Address of the Office of NBFC Ombudsman Area of Operation

1 Chennai C/o Reserve Bank of India Tamil Nadu, Andaman and Nicobar
Fort Glacis, Chennai 600 001 Islands, Karnataka, Andhra Pradesh,
STD Code: 044 Telephone No: 25395964 Telangana, Kerala, Union Territory of
Fax No: 25395488 Lakshadweep and Union Territory of
Email: cms.nbfcochennai@rbi.org.in Puducherry

2 Mumbai C/o Reserve Bank of India Maharashtra, Goa, Gujarat, Madhya
RBI Byculla Office Building Opp. Mumbai Pradesh, Chhattisgarh, Union
Central Railway Station Byculla, Mumbai- Territories of Dadra and Nagar Haveli,
400 008 Daman and Diu
STD Code: 022 Telephone No: 2300 1280
Fax No: 23022024
Email: cms.nbfcomumbai@rbi.org.in

3 New Delhi C/o Reserve Bank of India Delhi, Uttar Pradesh, Uttarakhand,
Sansad Marg New Delhi -110001 Haryana, Punjab, Union Territory of
STD Code: 011 Telephone No: 23724856 Chandigarh Himachal Pradesh, and
Fax No:23725218-19 Rajasthan and State of Jammu and
Email: cms.nbfconewdelhi@rbi.org.in Kashmir

4 Kolkata C/o Reserve Bank of India West Bengal, Sikkim, Odisha, Assam,
15, Netaji Subhash Road Kolkata-700 001 Arunachal Pradesh, Manipur,
STD Code: 033 Telephone No: 22310217 Meghalaya, Mizoram, Nagaland,
Fax No: 22305899 Tripura, Bihar and Jharkhand
Email: cms.nbfcokolkata@rbi.org

Page 9 of 9




