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Grievance Redressal (External) Policy
Objective

The Consumers and other external stakeholders’ Grievance Redressal Mechanism is
designed to offer customer support to consumers and other external stakeholders while
also adhering to any rules or guidelines set forth by the government. The mechanism's
aim is to ensure that:

« All consumers and other external stakeholders receive consistent, impartial treatment.

« All consumers' and other external stakeholders’ complaints are treated respectfully
and expeditiously resolved.

Acknowledgement and tracking of Complaints

+ All compilaints received by the Grievance Officer must be acknowledged and tracked
for end-to-end resolution.

« The management or the Grievance Redressal Committee receives the Grievance MIS
on a monthly basis.

Grievance Committee
Company shall appoint a grievance committee of three members.

Gender representation and a cross-section of competent employees must be taken into
account when choosing committee members. The Committee will appoint members once
in three (3) years or as and when there is a vacancy.

Raising a Grievance/complaint

With a view to maintaining a transparent and discrete process of registering grievances in -
the organization, all complaints should be submitted to the email address -
grievance.external@ipca.com

Time Frame:
The following is the turnaround time for responding to a complaint:

I.  Within seven (7) working days, the grievance officer will acknowledge receiving any
complaint from the consumer and/or other external stakeholders.

Il.  Commen scenarios (apart from the one listed below): 5-7 business days

ll. Quality or damage-related cases: 15 working days
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IV. Cases involving third parties (15 working days) (courier partner, banks, or financial
institutions )

V. We will follow the deadlines set forth by each regulator for all complaints we receive
from them. In the event that further time is required, the company will notify the regulator
of the need for more time and the anticipated timelines for the problem's resolution.

If the consumer’s and other external stakeholder’s issue is not handled within the allotted
time pericd or if they are not pleased with the resolution offered through the
aforementioned channels, they may contact the following escalation channel with a copy
of their previous correspondence:

Level 2

Write to the Company at the below-mentioned address :

Head Legal and Company Secretary

Address: 125, Kandivali Industrial Estate, Kandivali (W), Mumbai 400 067
Email: investors@ipca.com

Phone/Mob.: (022) 6210 6050

Decision and Confidentiality

The Committee's decisions are binding. However, the grievant's ability to express further
unhappiness with a Committee decision should be allowed in the grieilance procedure.
Within ten (10) days of the procedure's conclusion, the Committee must send a written
declaration of its decision to the grievor. o o
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