Customer Grievance Redressal Policy

(Approved by the Board of Directors of KBUS Private Limited)
Last Updated: October 26, 2026
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We, at KBUS, value the trust placed upon us and strive to offer the best experience to You. Our Grievance
Redressal Policy has been designed to resolve customer grievances in a timely and efficient manner, while
treating our customers fairly and courteously.

In order to meet the above objective, KBUS has outlined a framework for redressal of customer grievances
and documented it in the form of a policy for the reference of customer touch-points.

KBUS shall ensure that the Customer Grievance Redressal Policy is also available in public domain (on its
apps and website, https://khatabookapps.com).

Scope and Objectives
The objective of the policy is to spell out the framework for Grievance Redressal in KBUS to ensure that:
i All customers are treated fairly and in an unbiased manner at all times
il All issues raised by customers are dealt with courtesy and resolved on time
iii. Customers are made completely aware of avenues to escalate their grievance within KBUS
and their rights to alternate remedies if they are not fully satisfied with the response or
resolution to their grievance
iv.  The employees shall work in good faith and without prejudice towards the interest of the
customer

Through this policy, KBUS shall ensure that a suitable mechanism exists for receiving and addressing
grievances from its customers, with specific emphasis on resolving such cases fairly and expeditiously
regardless of the source of the case.

Tenets of grievance redressal:

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

a) Customer Awareness: KBUS shall endeavor to make continuous efforts to educate its customers to
enable them to make informed choices regarding its products and services as well as channels to approach
for grievance redressal.

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

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

d) Review: KBUS shall have a regular process of internal review of customer grievances at multiple
hierarchies to enhance Quality and effectiveness of customer service




Definition of Query and Complaint:
KBUS has clearly defined Complaints and Queries so that customer issues are logged accurately.

It is to be noted that examples mentioned below are illustrative.

A Query is:
a) Any doubt/ enquiry
b) Customer seeking/ cross-checking for clarification / more information
¢) Customer enquiring/ cross checking before the expiry of specified turnaround time (TAT) for
service/ deliverables
d) Customer checking status/ progress
e) Customer making a request (e.g. deliverables, services, waivers)

Examples of queries:
i Query on how to use an app feature
il Query on premium subscription plan, renewal or cancellation
iii. Query on status of a refund or cancellation request (Within TAT)

Complaint:

A Complaint is:
a) A grievance/ protest/ grumble
b) Customer disputing hon—conformance of services/ products/ processes
c) An error committed by KBUS

Examples of complaints:
i Refund not processed (Beyond TAT)
ii. Premium subscription or UPI Autopay mandate charged after cancellation
iii.  App feature not working as described

Process of handling general customer grievances of KBUS
Touch points to report customer grievances OR available for referring/seeking redressal of grievances are
listed below:

i.  The help / support section within the respective app
ii. KBUS Customer Service contact no’s +91-9606800800 or Email ID -
feedback@khatabook.com

Logging and tracking of customer grievances:
Any grievance received - either verbally, by email or in writing, if not resolved and responded same day,
shall be logged by KBUS into Internal CRM Tool - our customer grievance tracking system

The Internal CRM Tool system has the capability to record and categorize grievances into different types
and maintain turnaround times (TAT) for specific category / sub-category. It also has an auto escalation
mechanism for cases not resolved within defined TAT.

With this KBUS shall not only ensure that all the issues are recorded and resolved, but shall also ensure
effective monitoring /escalation mechanism to the senior functionary responsible in case of the grievance
not being resolved within defined timelines.

Acknowledgement is provided for every grievance logged (in the form of a Complaint Reference Number
(CRN) (A ticket generated in our system))

Grievance resolution Turnaround time: Depending on the nature of the grievance, specific timelines
have been set for different categories. Grievances shall be resolved in a proper and time bound manner
with detailed advice to the customer. The customer is kept informed in case of any delay envisaged by
KBUS in resolution of the grievance beyond the stated timelines.

Resolution of Complaints
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e We are committed to providing you with our first response within 24 hours of receiving the query /
complaint.

e We aim to resolve all Your complaints/queries within 3 business days.

e Resolution of Your complaint may get delayed due to operational or technical reasons. In such a
scenario, You will be proactively informed of the timelines during which Your complaint will be
addressed.

e In a few scenarios, while the resolution to a complaint is instant, it may take time for it to get
reflected in the system. For example, refund approval can be instant, but it may take 3-10 days to
reflect money into the account. Please note that such delays are attributable to banking and other
operational issues.

¢ Complaints related to ‘fraud and risk assessment’ often take longer to investigate due to the
involvement of multiple agencies. The resolution time in such cases is dependent on the severity
and complexity of the case. You shall be proactively informed of the timelines in such cases.

Note: Users are proactively informed of delays if any, in the resolution. Escalation of Complaints to Level
2, if User is not satisfied.

Sources of grievances: Apart from direct grievances from customer, grievances received through various
government and regulatory bodies, shall be handled centrally under the Grievance redressal cell

Mode of response: KBUS shall ensure that the mode of response is as per the mode of customer intimation
received e.g. cases received through e-mail shall be responded through e-mail.

Escalation of grievances: KBUS has a three-tier escalation mechanism for customer grievances, as given
below:

Level 1 - Customer Support — Call us on +91-9606800800 or email at
grievanceofficer@khatabook.com

Level 2 - Customer Success Manager - Call us on +91-8971757123 or email at
grievanceofficer.manager@khatabook.com

Level 3 - Nodal Grievance Redressal Officer, KBUS has appointed a Nodal Grievance Redressal
Officer whose contact details are as below

Name - Mr. Yogesh Pawde

Email ID - nodalofficer@khatabook.com

Level 4 - External Redressal:

If the complaint is not redressed satisfactorily, customers may approach:

National Consumer Helpline: Toll-Free 1915 / https://consumerhelpline.gov.in

Consumer Commission: through e-Daakhil (https://edaakhil.nic.in)

For grievances relating to personal data: the Data Protection Board of India, after exhausting the
grievance redressal mechanism of KBUS

Employee training and awareness: All employees at customer facing channels and other support
departments shall be periodically trained in handling customer grievances. This would include functional
training as well as training in soft skills.

Review & Oversight of monitoring customer grievances:
KBUS shall monitor the customer grievances logged on a regular basis. As part of this monitoring, it shall
perform the following activities:

a) Analyze/conduct a root-cause analysis of the complaints logged on a quarterly basis. The
analysis shall be carried out on the basis of the nature and type of complaint with a view to
identify areas of complaints which are endemic in nature and require process review /
procedural change.

b) The analysis shall also include review of closure of cases (adequacy of closure as well as
timeliness). Key aspects of the analysis shall be highlighted to the senior management.

c) Summary of the complaints received and closed shall be reported as part of calendar of
reviews.
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d) Proactive monitoring shall be carried out at a monthly frequency on sample basis for frequent
areas of complaints to raise issues to the concerned units including for cases not resolved or
inadequately resolved or incorrectly logged.

e) Customer feedback by way of complaints and through structured Customer Service Committee
meetings shall be analyzed and acted upon.

f) The Nodal Grievance redressal officer shall be responsible to drive process improvement in
coordination with other functions of KBUS.



