FAIR PRACTICE CODE

Short title, Extent and Commencement 
· This Code may be called the “OSFC Fair Practices Code” 

· It shall extend to all Departments and Sections at Head Office, all Branch Offices and Recovery Cells of the Corporation dealing directly or indirectly with customers in relation to any and all kinds of activities involving Loan/ finance, in any manner. 

· It will come into force with immediate effect. 

Objectives of Fair Practices Code 
· To ensure transparency in the Corporation’s dealings with its Customers. 

· To ensure compliance with legal norms in matters relating to recovery of loans. 

· To strengthen mechanisms for redressal of customer grievances. 

Definitions 
· For the purpose of the Code, the words ‘Application Form’ shall mean an application in the prescribed format of the Corporation to be duly filled-in and submitted to the Corporation by a prospective Customer furnishing all information and particulars required therein in their true and original forms seeking grant of loan from the Corporation on certain specified terms and conditions as may be stipulated by the Corporation at its sole discretion. 

· ‘Corporation’ shall mean any and all offices of Orissa State Financial Corporation.
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· ‘Loan’ shall mean and cover any and all types of financing of different nature and modes like Term loan, Working Capital Term Loan etc. under different financing schemes and policies of the Corporation as prevailing from time to time. 

· Other words and expressions used and not defined in the Codes herein shall have, unless the context otherwise requires, the meaning respectively assigned to them in the relevant Agreement signed / to be signed and executed by the Customer for availment of a Loan sanctioned to him by the Corporation. 

OSFC Fair Practices Code
1. APPLICATION FOR LOAN AND THEIR PROCESSING

a. The Corporation has a comprehensive loan application form for the borrowers and the Application Forms contains necessary information about fees/charges payable for processing and fees/charges refundable with conditions, which in the judgment of the Corporation are likely to affect interest of the prospective Customers. Besides, the facility of prepayment of loans would be available and 2% premium would be charged by the Corporation for such prepayment from the borrowers.  

b) The Corporation would provide acknowledgements for receipt of all loan applications. Time frame for disposal of loan applications, from the date of satisfactory receipt of complete information/ data/ clarifications/ reports, etc., would also be indicated in the acknowledgement of such applications. 

c) A check list for documents required to be submitted shall be issued along with the Application Forms which would contain the particulars of standard documents to be submitted with the duly filled-in Application Form. The Corporation would verify the loan applications within a reasonable period of time. If additional details/ documents are required, borrowers would be intimated at the earliest.
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d) In case any applicant is denied financial assistance, on account of not being found support worthy as per the policy framework and/or risk perception of the Corporation, either with or without detailed appraisal, the Corporation would convey in writing, the main reason/ reasons which in the opinion of the Corporation after due consideration, have led to rejection of the loan applications. Such communication to the applicant would normally be despatched within 10 working days of the rejection.

2. LOAN APPRAISAL AND TERMS AND CONDITIONS

a) With adoption of investment policy and the Risk Assessment Model, the Corporation ensures that there is proper and scientific assessment of credit application submitted by borrowers. The corporation would carry out detailed due diligence and appraisal exercise on credit worthiness of the borrower/ project and would not use margin and security stipulation as a substitute. 

b) The Corporation would convey to the borrower the loan amount along with the terms and conditions thereof and would keep the borrower's acceptance of these terms and conditions, given with his full acknowledgement on record. 

c) Terms and conditions and other caveats governing loan facilities given by the Corporation arrived at after negotiation between the Corporation and borrower would be reduced to writing and duly certified by Corporation's authorised official. A copy of loan agreement along with a copy each of all enclosures quoted in the loan agreement would be furnished to the borrower.

3. DISBURSEMENT OF LOAN 

The Corporation would ensure timely disbursement of loans sanctioned in conformity with the terms and conditions governing such sanction. Corporation would give notice of any change in the terms and conditions including interest rates, statutory requirements etc. The corporation would also ensure that changes in interest rates and charges are levied on disbursements only with prospective effect.
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4. POST DISBURSEMENT SUPERVISION AND FOLLOW-UP

a) Post disbursement supervision and follow-up by the Corporation would be constructive with a view to taking care of any genuine difficulty that the borrower may be facing and to safeguard the interest of the corporation, particularly with respect to repayment of the loan and availability of the financed assets.



b) Before taking a decision to recall/ accelerate payment or performance under the agreement or seeking additional securities, the Corporation would give notice to borrowers, as specified in the loan agreement or give a reasonable period for compliance if no such condition exists in the loan-agreement.

c) The Corporation would issue a no due certificate and release all securities on receiving payment of the entire loan or realisation of loan subject to any legitimate right or lien for any other claim the Corporation may have against borrowers. In the event of any other claim, borrowers shall be given notice about the same with full particulars about the remaining claims and the documents under which the Corporation is entitled to retain the securities till the relevant claim is settled/ paid.

5. GENERAL

a) The Corporation would restrain from interference in the affairs of the borrowers except for what is provided in the terms and conditions of the loan sanction documents (unless new information, not earlier disclosed by the borrower has come to the notice of the Corporation). 

b) OSFC would not discriminate on grounds of sex, caste and religion in the matter of lending. However, this does not preclude the Corporation from participating in credit linked schemes framed for weaker sections of the society. 

c) In the matter of recovery of loans, the Corporation would not resort to undue harassment viz. persistently bothering the borrowers at odd hours, use of muscle power for recovery of loans, etc. 
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d) In case of receipt of request for transfer of borrowal account, either from borrower or from a bank/ financial institution, which proposes to take over the account, the consent or otherwise i.e. objection of the Corporation, if any, would normally be conveyed within 21 working days from the date of receipt of request.

6. GRIEVANCE REDRESSAL MECHANISM

The Corporation shall at all time endeavor to improve the quality of service and redress complaints and grievances, if any, of the Customers as part of Customer Relationship Management. 

Customer complaints, would in the first instance, be logged in at the nearest Branch Office. The Branch Manager would be the first point of contact. 

In the event of non-disposal of complaint by the Branch Manager, the same would be escalated to the Greivance Redressal Cell at Head Office of the Corporation, where it would be resolved speedily. 

A Customer Greivance Redressal Cell has been constituted at the Head Office of the Corporation to monitor and redress critical grievances of the Customers. 

The customer grievances redressal mechanism shall be reviewed periodically by the in-house Finance Committee of the Corporation at specified intervals. 

The Board of Directors of the Corporation shall review the Code and its implementation from time to time.
