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TABLE OF CONTENTS

1. INTRODUCTION AND PURPOSE

Thinktank IFSC private limited (“the COMPANY” or “the FME”) is a Company
incorporated under the Companies Act, 2013 bearing CIN: U66301GJ2024PTC149901,
operating from a unit in the Gujarat International Finance Tec-City International Financial
Services Centre. The COMPANY is registered with the International Financial Services
Centres Authority (“IFSCA” or “the Authority’”) as a Fund Management Entity (Non-Retail)
bearing registration number FDM2026FNR 1056, and offers portfolio management services
on a discretionary and a non-discretionary basis together with advisory services.

The COMPANY is a Regulated Entity in the IFSC. It is accordingly bound by the circular
issued by the Authority under the title Complaint Handling and Grievance Redressal by
Regulated Entities in the IFSC, F. No. IFSCA-LPRA/3/2024-Legal and Regulatory Affairs,
dated 02 December 2024. That circular was to take effect from 15 January 2025, and the
effective date was thereafter extended by a further circular of the Authority dated 13 January
2025.

The circular requires every Regulated Entity to put in place a Complaint and Grievance
Redressal Policy approved by its governing body. For the COMPANY, the governing body is
the Designated Directors. This document is that policy.

The obligation is reinforced by the regulations under which the COMPANY is registered.
Regulation 18 of the IFSCA (Capital Market Intermediaries) Regulations, 2025 (“the CMI
Regulations™) requires a capital market intermediary to redress the grievances of its clients,
and regulation 19 of those Regulations provides that disputes shall be resolved in accordance
with the mechanism as may be specified by the Authority. Those provisions apply to the
COMPANY’s advisory activity by virtue of regulation 80 of the IFSCA (Fund Management)
Regulations, 2025 (“the FM Regulations”), which makes advisory services subject to
compliance with the CMI Regulations. Separately, regulation 74 of the FM Regulations
requires the disclosure document furnished to a portfolio management client before the
portfolio management agreement is entered into to set out, among other matters, the
grievance redressal mechanism. The description of that mechanism in the disclosure
document shall be consistent with this Policy and shall be revised whenever this Policy is
amended.

1.1 Objectives
The objectives of this Policy are as follows.

e To provide every client and every other person dealing with the COMPANY with a clear,
accessible and cost-free route by which a grievance may be brought to the COMPANY’s
attention.

e To ensure that complaints are acknowledged, examined and disposed of within the
timelines fixed by the Authority, and that a complainant who is dissatisfied is told, in
terms, what he may do next.

e To ensure that the disposal of a complaint is a reasoned decision taken by a person of
sufficient seniority, and that the complainant receives those reasons in writing.

e To provide an internal appeal, before the complainant is put to the trouble of approaching
the Authority.
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e To ensure that complaints are treated not merely as individual matters to be closed but as
evidence about the COMPANY s controls, and that recurring themes are fed into the risk
register, the training programme and, where necessary, a change in process.

e To ensure that the complaint record is created and preserved in a manner that permits its

production to the Authority.

1.2 Legal and Regulatory Framework

This Policy is framed under and is to be read together with the following instruments, as

amended from time to time.

Instrument

Relevance

Complaint  Handling and  Grievance
Redressal by Regulated Entities in the IFSC,
F. No. IFSCA-LPRA/3/2024-Legal and
Regulatory Affairs, dated 02 December
2024, effective 15 January 2025 as extended
by the circular dated 13 January 2025

The principal instrument governing this
Policy

IFSCA (Capital Market Intermediaries)
Regulations, 2025, notified vide
IFSCA/GN/2025/003 dated 11 April 2025
— regulation 18 (redress of grievances) and
regulation 19 (dispute resolution)

Statutory obligation to redress grievances
and to resolve disputes through the specified
mechanism

IFSCA (Capital Market Intermediaries)
Regulations, 2025 regulation 16
(maintenance of books of account, records
and other documents)

Retention of complaint and grievance

redressal records

IFSCA (Capital Market Intermediaries)
Regulations, 2025 — regulation 41

Failure to redress investor complaints as a
ground for suspension or cancellation of
registration

IFSCA (Fund Management) Regulations,
2025 — regulation 74

Grievance redressal mechanism to be set out
in the disclosure document

IFSCA (Fund Management) Regulations,
2025 — Third Schedule (Code of Conduct)

Standards of conduct and fair dealing
against which a complaint is assessed

IFSCA (Capital Market Intermediaries)
Regulations, 2025 — Schedule II (Code of
Conduct)

Standards of conduct applicable to the
COMPANY’s advisory activity

Master Circular for Investment Advisers in
the IFSC dated 05 August 2025, F. No.
IFSCA-PLNP/80/2024-Capital Markets,
Chapter X (Complaint Handling)

Guidance on complaint handling for the
advisory business

1.3 Scope and Application

This Policy applies to the COMPANY in its entirety, and binds the Designated Directors, the
Principal Officer appointed under regulation 7(1) of the FM Regulations, the Compliance
Officer, the Complaint Redressal Officer, the Complaint Redressal Appellate Officer and
every employee, consultant, intern and other person acting for or on behalf of the

COMPANY.
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This Policy is to be read together with the COMPANY’s Code of Conduct Policy, its
Conflict-of-Interest Policy, its Client Onboarding and Suitability Policy, its Books, Records,
Data Retention and Confidentiality Policy and its Risk Management and Internal Controls
Policy.

1.4 Review of this Policy

This Policy shall be reviewed by the Compliance Officer, in consultation with the Complaint
Redressal Officer, and placed before the Designated Directors for approval at least once in
every twelve months. It shall additionally be reviewed upon any amendment to the circular
dated 02 December 2024 or to the CMI Regulations or the FM Regulations bearing upon
grievance redressal; upon any direction of the Authority; upon any material change in the
COMPANY’s business, products or client base; and upon any adverse finding of the internal
auditor, the annual compliance auditor or the Authority relating to complaint handling.

2. DEFINITIONS

Terms used in this Policy and not defined below bear the meaning assigned to them in the
circular dated 02 December 2024, in the CMI Regulations or in the FM Regulations, as the
context requires.

Term Meaning

Complaint A written or documented expression of
dissatisfaction by a complainant in respect
of a service rendered or a product offered by
the COMPANY, or in respect of the conduct
of the COMPANY or of a person acting for
it, which seeks a remedial action or a
response from the COMPANY

Complainant A client of the COMPANY, a prospective
client, or any other person who has dealt
with the COMPANY or with a person acting
on its behalf, and who lodges a complaint;
and includes a person duly authorised in
writing to act on behalf of such a person

Complaint Redressal Officer or CRO The officer designated by the COMPANY
under Chapter 3 to receive, examine and
dispose of complaints at the first instance

Complaint Redressal Appellate Officer or | The officer designated by the COMPANY

CRAO under Chapter 3 to hear and dispose of an
appeal against a decision of the Complaint
Redressal Officer

Governing body In relation to the COMPANY, the

Designated Directors

Key Managerial Personnel or KMP The Principal Officer appointed under
regulation 7(1) of the FM Regulations and
the Compliance Officer designated under
regulation 7(2) thereof, and such other
personnel as are designated as key
managerial personnel by the Designated
Directors
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Working day A day on which the registered office of the
COMPANY in the IFSC is open for
business, excluding Sundays and days
declared as holidays by the COMPANY or
by the Authority

2.1 What Constitutes a Complaint

A communication is treated as a complaint for the purposes of this Policy where it is made in
a documented form, identifies the complainant, and expresses dissatisfaction with an act or
omission of the COMPANY in relation to a service rendered or offered, and seeks a response
or a remedy. The subject matter of a complaint may include, without limitation:

e the manner in which the COMPANY has managed a portfolio, including alleged
departure from the mandate in the portfolio management agreement;

e the suitability of advice given, or the failure to disclose a material fact or a conflict of
interest;

e the computation or the deduction of fees, expenses or charges;

e the accuracy, adequacy or timeliness of the reports furnished to the client under regulation
76 of the FM Regulations;

e delay or error in acting on a client instruction, in effecting a subscription, a redemption or
a withdrawal, or in transferring funds or securities;

e deficiency in the onboarding process, including delay in the completion of customer due
diligence;

e the conduct or behavior of an employee or of a person acting for the COMPANY; and

e any breach of the applicable Code of Conduct.

2.2 What Is Not a Complaint

The following communications are not complaints for the purposes of this Policy, and shall
not be entered in the register of complaints, although they shall be dealt with courteously and
promptly through the ordinary channels of client service.

* A request for information, a query or a clarification, unless it repeats a matter previously
raised and not answered.

e A suggestion or an observation offered by way of feedback, where no remedy is sought.

e An anonymous communication, or one in which the complainant cannot be identified and
cannot be contacted. Such a communication shall nonetheless be brought to the notice of
the Compliance Officer, who shall consider whether it discloses a matter requiring
examination on the COMPANY’s own motion.

e A communication that is frivolous or vexatious on its face, or that merely repeats a
complaint already disposed of on the merits and discloses no new fact. The reasons for so
classifying a communication shall be recorded in writing by the Complaint Redressal
Officer.

e A matter that is sub judice, or that is the subject of a pending arbitration or of proceedings
before a court, tribunal or other forum of competent jurisdiction, to the extent of the
matter so pending.
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e A communication relating to a person or entity other than the COMPANY,, in which case

the complainant shall be informed of the correct addressee where that is known to the
COMPANY.

3. THE COMPLAINT REDRESSAL OFFICER AND THE COMPLAINT
REDRESSAL APPELLATE OFFICER

3.1 Appointment

The circular dated 02 December 2024 requires every Regulated Entity to appoint a
Complaint Redressal Officer and a Complaint Redressal Appellate Officer, each of
whom shall be a Key Managerial Personnel or a person one level below Key Managerial
Personnel. The COMPANY has accordingly appointed the following officers.

Office Name Designation | Telephone E-mail
Complaint Rahul N Patel Compliance +91 82380 68930 | compliance@th
Redressal Officer eimperialcrest.c
Officer om

Complaint Tusheet Saraf Principal +91 87905 22801 | tusheet@theimp
Redressal Officer erialcrest.com
Appellate

Officer

The COMPANY is a small entity and its personnel are few. Where, on a particular complaint,
the officer holding either office is himself the subject of the complaint, or has a personal
interest in its outcome, that officer shall record the fact, shall recuse himself, and the matter
shall be dealt with by the Designated Directors, who shall nominate another person of
appropriate seniority to act for that complaint alone. The nomination and its reasons shall be
recorded in the register of complaints.

Any change in the person holding either office shall be given effect on the COMPANY’s
website and in the disclosure document without delay, and shall be recorded in the minutes of
the Designated Directors.

3.2 Functions of the Complaint Redressal Officer
The Complaint Redressal Officer shall:

e receive every complaint, from whatever channel it arrives, and cause it to be entered in
the register of complaints;

e determine whether the communication is a complaint within paragraph 2.1 or falls within
paragraph 2.2, and record the determination with reasons;

e acknowledge an accepted complaint, and notify a rejection, within the timelines in
Chapter 5;

e call for such records, explanations and documents from within the COMPANY as he
considers necessary, and every employee shall furnish them without delay;

e seek such further particulars from the complainant as are genuinely necessary, and no
more;

e decide the complaint by a reasoned written order, and communicate the decision to the
complainant together with the right of appeal and the right of escalation to the Authority;
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¢ maintain the register of complaints and the supporting file for each complaint;
e carry out the root cause analysis required by Chapter 8; and
e report to the Designated Directors in accordance with Chapter 9.

3.3 Functions of the Complaint Redressal Appellate Officer

The Complaint Redressal Appellate Officer shall hear and dispose of appeals under Chapter
6. He shall consider the complaint afresh on the material on record, may call for further
material, and shall not be bound by the findings of the Complaint Redressal Officer. He shall
record his decision in writing, with reasons, and shall communicate it to the complainant.
Where he considers that the complaint discloses a systemic failure, he shall report the matter
to the Designated Directors irrespective of the outcome of the individual appeal.

3.4 The Compliance Officer

The Compliance Officer of the COMPANY is Mr. Rahul N Patel, telephone +91-
8238068930 e-mail compliance(@theimperialcrest.com.

The Compliance Officer is responsible for the oversight of this Policy, for its annual review,
for verifying that the timelines in Chapter 5 have in fact been met, and for including
complaint handling within the scope of the annual compliance audit conducted under
regulation 25 of the CMI Regulations. The Compliance Officer shall not ordinarily be the
Complaint Redressal Appellate Officer where he has been involved in the matter complained
of.

3.5 Duties of Employees

Every employee who receives a communication that may be a complaint, whether in writing,
by e-mail, by telephone or in the course of a meeting, shall forward it to the Complaint
Redressal Officer on the same working day. No employee shall attempt to dispose of a
complaint informally, shall offer any settlement or compensation, or shall dissuade a
complainant from pursuing a complaint. No employee shall be subjected to any detriment for
having forwarded a complaint concerning his own function or his own conduct.

4. PUBLICATION AND ACCESS

4.1 Prominent Display

The circular dated 02 December 2024 requires the Complaint and Grievance Redressal Policy
and the contact details of the Complaint Redressal Officer and the Complaint Redressal
Appellate Officer to be prominently displayed. The COMPANY shall accordingly display
this Policy, and the names, designations, telephone numbers and e-mail addresses of both
officers:

e on the COMPANY’s website, on a page reachable from the home page and captioned so
as to be found by a person looking for it;

e at the registered office of the COMPANY at Unit No 651 6th Floor Signature Building,
Block 13B Zone 1 Gift City, Gandhinagar- 382050, Gujarat;

e in the disclosure document furnished under regulation 74 of the FM Regulations;

e in the portfolio management agreement or in a schedule to it; and

e in the client agreement entered into in respect of advisory services.
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A complaint may be lodged by any of the following means. No fee is charged for lodging a

complaint, at first instance or on appeal.

Channel

Particulars

E-mail to the Complaint Redressal Officer

compliance@theimperialcrest.com

E-mail to the Company

info@theimperialcrest.com

Letter delivered or posted to the registered

Thinktank IFSC private limited, Unit No

office 651 6th Floor Signature Building, Block
13B Zone 1 Gift City, Gandhinagar-
382050, Gujarat, marked for the attention of

the Complaint Redressal Officer

+91 82380 68930. A complaint made by
telephone shall be reduced to writing by the
person receiving it, in the complaint form at
Annexure A, and a copy shall be sent to the
complainant for confirmation

Telephone

In person at the registered office The complaint shall be recorded in the
complaint form at Annexure A and a receipt

shall be given

Web form on the COMPANY’s website https://www.theimperialcrest.com/fund-

management-entity-non-retail

A complaint may be made in English. A complaint made in any other language shall not be
refused; the COMPANY shall arrange for its translation at its own cost and shall proceed on
the translated text, and the timelines in Chapter 5 shall run from the date of receipt of the
original communication.

4.3 Particulars to be Furnished by the Complainant

A complainant is requested, though not required as a condition of registration, to furnish his
name and contact particulars, his client code or account reference where he is a client, the
date and a description of the matter complained of, the remedy sought, and copies of the
documents relied upon. Where the complaint is made by an authorised representative, the
authority shall be produced. Where material particulars are missing, the Complaint Redressal
Officer shall ask for them once, in a single communication, and shall not use successive
requests for particulars as a means of deferring the running of time.

S. HANDLING OF A COMPLAINT — TIMELINES AT FIRST INSTANCE

5.1 Registration

Every complaint shall be entered in the register of complaints on the day of its receipt, and
shall be assigned a unique reference number. The reference number shall be quoted in every
subsequent communication with the complainant.

5.2 Acknowledgement and Rejection

The timelines fixed by the circular dated 02 December 2024, which the COMPANY shall

observe, are as follows.
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Stage Timeline Reckoned from
Acknowledgement of an | Within 3 working days The date of receipt of the
accepted complaint complaint

Notification to the | Within 5 working days The date of receipt of the
complainant that the complaint

complaint has been rejected,
with the reasons for the
rejection

Resolution of the complaint | Preferably within 15 days, | The date of receipt of the
and in any event no later | complaint

than 30 days
Appeal by the complainant | Within 21 days The date of receipt of the
to the Complaint Redressal decision of the Complaint
Appellate Officer Redressal Officer
Escalation by the | Within 21 days The date of the final decision
complainant to the Authority of the COMPANY

Where the Complaint Redressal Officer accepts a complaint, he shall send an
acknowledgement within three working days of its receipt, stating the reference number
assigned, the name and contact particulars of the officer dealing with the matter, and the date
by which a decision may be expected.

Where the Complaint Redressal Officer determines that a communication does not constitute
a complaint, or that it falls within paragraph 2.2, he shall notify the complainant of the
rejection within five working days of receipt, and shall state the reasons for the rejection. A
rejection shall not be expressed in a single line. The complainant shall also be informed of his
right to appeal against the rejection to the Complaint Redressal Appellate Officer under
Chapter 6, and of his right thereafter to approach the Authority under Chapter 7.

5.3 Examination

The Complaint Redressal Officer shall examine the complaint on the merits. He shall obtain
the account of the employee or function concerned, shall examine the contemporaneous
records, and shall not accept an internal explanation without testing it against the documents.
Where the complaint concerns the exercise of investment discretion, he shall examine the
mandate in the portfolio management agreement, the investment rationale recorded at the
time, and the reports furnished to the client. Where it concerns fees, he shall obtain a
recomputation from the operations function and shall verify it against the agreed fee
schedule.

5.4 Resolution

The complaint shall be resolved preferably within fifteen days, and in any event not later
than thirty days, of its receipt. The decision shall be in writing and shall set out the
complaint as understood by the Complaint Redressal Officer, the material examined, the
findings of fact, the conclusion, and the remedy granted or the reasons for declining a
remedy.

The communication of the decision shall in every case state:
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e that the complainant may, if dissatisfied, appeal to the Complaint Redressal Appellate
Officer within twenty-one days of receipt of the decision, together with the name and
contact particulars of that officer; and
e that the complainant may, if he remains dissatisfied with the final decision of the
COMPANY, escalate the matter to the Authority within twenty-one days of that
decision at grievance-redressal@ifsca.gov.in.

5.5 Where the Thirty-Day Period Cannot be Met

The thirty-day period is an outer limit and is not to be treated as ordinarily available. Where
the Complaint Redressal Officer apprehends that a complaint cannot be disposed of within
thirty days, he shall, before the expiry of that period, inform the complainant in writing of the
reasons for the delay and of the date by which a decision is expected, and shall record the
matter in the register of complaints and report it to the Designated Directors at the next
reporting cycle. Delay does not extend the complainant’s right to appeal or to escalate; where
the COMPANY has not decided the complaint within thirty days, the complainant is at
liberty to treat the matter as unresolved.

5.6 Withdrawal and Settlement

A complainant may withdraw a complaint at any time by a communication in writing. The
withdrawal shall be recorded in the register together with any settlement arrived at. No
settlement shall be offered on terms that require the complainant to refrain from approaching
the Authority, and no such term shall be included in any communication, agreement or
receipt. A complaint withdrawn on a settlement shall nonetheless be subjected to the root
cause analysis in Chapter 8.

6. APPEAL TO THE COMPLAINT REDRESSAL APPELLATE OFFICER

A complainant who i1s dissatisfied with the decision of the Complaint Redressal Officer,
whether that decision is a rejection under paragraph 5.2 or a decision on the merits under
paragraph 5.4, may appeal to the Complaint Redressal Appellate Officer within twenty-one
days of receipt of the decision. The appeal may be made by e-mail or by letter to the address
published under Chapter 4, and no fee is payable.

The Complaint Redressal Appellate Officer may condone a delay in filing an appeal where
the complainant shows sufficient cause, and shall record his reasons for condoning or for
declining to condone the delay.

The appeal shall be acknowledged within three working days of its receipt. The Appellate
Officer shall consider the complaint, the material before the Complaint Redressal Officer, the
decision under appeal, and any further material placed before him or called for by him. He
may afford the complainant an opportunity to be heard, in person or by video conference, and
shall do so where the complaint involves a disputed question of fact material to the outcome.

The appeal shall be disposed of by a reasoned order in writing, communicated to the
complainant. The COMPANY shall apply to the appeal the same outer limit of thirty days
from the date of receipt of the appeal, and shall aim to dispose of an appeal within fifteen
days.

The order of the Complaint Redressal Appellate Officer is the final decision of the
COMPANY for the purposes of Chapter 7, and the communication of that order shall say so
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in terms, and shall inform the complainant of his right to approach the Authority within
twenty-one days.

7. ESCALATION TO THE AUTHORITY

Where a complainant is dissatisfied with the final decision of the COMPANY, he may
escalate the matter to the Authority within twenty-one days of that decision, by writing to
grievance-redressal@ifsca.gov.in.

Every decision communicated by the Complaint Redressal Officer and by the Complaint
Redressal Appellate Officer shall carry that address and that period. The COMPANY shall
not, in any communication, discourage a complainant from approaching the Authority, and
shall not suggest that escalation is conditional upon the COMPANY’s consent.

Where the Authority calls for a report, a record or an explanation in relation to a complaint,
whether escalated by a complainant or otherwise, the Compliance Officer shall furnish it
within the time stipulated by the Authority and shall place a copy before the Designated
Directors. Every such reference from the Authority shall be recorded in the register of
complaints with a cross-reference to the original complaint, and shall be reported to the
Designated Directors at the next reporting cycle whether or not the underlying complaint has
been disposed of.

The pendency of a matter before the Authority does not relieve the COMPANY of its
obligation to correct an error it has identified, to make good a loss it accepts it has caused, or
to remedy the process failure that gave rise to the complaint.

8. REGISTER OF COMPLAINTS, ROOT CAUSE ANALYSIS AND LEARNING

8.1 The Register of Complaints

The Complaint Redressal Officer shall maintain a register of complaints in electronic form, in
the format at Annexure B. The register shall record, in respect of every complaint:

e the unique reference number and the date and mode of receipt;

e the name and contact particulars of the complainant, and whether he is a client, a
prospective client or another person;

e the client code or account reference, where applicable;

e a description of the subject matter, and its classification under the categories in paragraph
8.2;

o whether the complaint was accepted or rejected, and in the case of a rejection, the date of
notification and the reasons recorded;

e the date of acknowledgement:

e the date of the decision, the outcome, and whether any remedy, restitution or
compensation was granted, with the amount;

e whether an appeal was filed, the date of filing, the date of disposal and the outcome;

¢ whether the matter was escalated to the Authority, and the outcome;

e the number of days taken at each stage, and the reasons recorded for any breach of a
timeline;

e the root cause identified, the corrective action taken and the person responsible for it; and

e the date on which the corrective action was completed and verified.
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The register shall be capable of being produced to the Authority, to the internal auditor and to
the annual compliance auditor at any time, and shall be reconciled by the Compliance Officer
at each quarter end against the underlying complaint files.

8.2 Classification

For the purposes of analysis, complaints shall be classified under the following heads, and a
complaint may fall under more than one:

e portfolio management — deviation from mandate, investment decision, or performance;

e advice — suitability, disclosure, or conflict of interest;

o fees, expenses and charges;

client reporting — accuracy, adequacy or timeliness;

transaction processing — delay or error in subscription, redemption, withdrawal or
settlement;

onboarding and documentation, including customer due diligence;

conduct of an employee or of a person acting for the COMPANY';
data, confidentiality and privacy; and
other.

8.3 Root Cause Analysis

Every complaint, including one that is rejected, withdrawn or decided against the
complainant, shall be subjected to a root cause analysis by the Complaint Redressal Officer.
The analysis shall identify whether the complaint arose from a failure of process, a failure of
a control, a failure of a system, a failure of training or supervision, an act of an individual, or
from a misunderstanding on the part of the complainant that itself points to a deficiency in the
COMPANY’s disclosures or communications.

Where a complaint is decided against the complainant, the root cause analysis shall
nonetheless consider whether the COMPANY’s documents, its disclosure document, its
reports or its client communications could reasonably have given rise to the
misunderstanding, and whether they should be amended.

8.4 Feeding the Findings into the Risk Framework

The themes emerging from the root cause analysis shall be carried forward as follows, and
this is not a formality.

Destination What is carried forward By whom

Risk register maintained
under the Risk Management
and Internal Controls Policy

Every root cause disclosing
a control weakness, recorded
as a risk event with its cause,
its consequence and the
mitigating action

Complaint Redressal Officer
to the Compliance Officer

Training programme

Recurring themes, and any
complaint  disclosing a
failure of understanding on
the part of an employee, to
be built into the next training
cycle

Compliance Officer

Process and documentation

Amendments to the

Principal Officer
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disclosure document, the
portfolio management
agreement, the client
reporting format or the
standard operating

procedures

Conflict of Interest Policy
and Code of Conduct

Any complaint disclosing an
undisclosed conflict or a
departure from the Code of
Conduct

Compliance Officer

Internal audit plan

Areas in which complaints
have clustered, for testing in
the next audit cycle

Compliance Officer

Where three or more complaints in a rolling twelve-month period are classified under the
same head and share a common root cause, the Compliance Officer shall treat the matter as
systemic, shall prepare a note for the Designated Directors identifying the deficiency and
proposing a remedy, and shall record the outcome. A systemic finding shall not be closed
until the corrective action has been implemented and independently verified.

9. REPORTING

9.1 Reporting to the Designated Directors

The Complaint Redressal Officer shall place before the Designated Directors the following.

Report

Frequency

Contents

Complaint summary

Quarterly

Complaints opened,
disposed of and pending, by
classification; timeline
compliance at each stage,
with particulars of every
instance in which a timeline
was not met; appeals filed
and their outcome;
escalations to the Authority;
remedies granted  and
amounts  paid;  systemic
findings and the status of
corrective action

Systemic finding note

As and when a systemic

The deficiency identified, its

finding is made under | cause, the proposed remedy,
paragraph 8.4 the owner and the date for
completion
Annual review Annually A review of the year’s

complaints, the effectiveness
of this Policy, the adequacy
of the resources of the
complaint function, and any
amendment proposed to this
Policy
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Ad hoc report As required Any complaint that in the
judgment of the Complaint
Redressal Officer or the
Compliance Officer requires
the immediate attention of
the Designated Directors,
including any complaint
alleging fraud,
misappropriation, breach of
the Code of Conduct by a
KMP, or a breach of
confidentiality

The minutes of the meeting of the Designated Directors shall record the consideration of
these reports and the directions given.

9.2 Reporting to the Authority

The COMPANY shall furnish to the Authority such reports, returns and statements in relation
to complaints as the Authority may specify, in the form and at the intervals specified.
Regulation 17(3) of the CMI Regulations requires an intermediary to furnish such reports,
returns, statements and particulars as the Authority may require, and the Reporting Norms for
Capital Market Intermediaries dated 08 April 2026 prescribe the periodic returns applicable
to capital market intermediaries.

The complaint data reported to the Authority shall be reconciled with the register of
complaints before filing, and the Compliance Officer shall certify the reconciliation.

10. CONSEQUENCES OF FAILURE TO REDRESS COMPLAINTS

Regulation 18 of the CMI Regulations casts a positive obligation on the COMPANY to
redress the grievances of its clients. The consequence of failing to do so is not confined to the
individual complaint. Regulation 41 of the CMI Regulations sets out the grounds on which
the Authority may suspend or cancel a registration, and those grounds expressly include the
failure to redress investor complaints. The other grounds relevant here are the failure to
comply with the conditions of registration, the failure to furnish information required by the
Authority, the failure to submit periodic returns, the failure to cooperate in an inspection, and
the doing of any act prejudicial to the interest of investors.

It follows that a persistent failure to acknowledge, examine and dispose of complaints within
the prescribed timelines, or a practice of declining to register complaints, exposes the
COMPANY to the loss of its registration. Every officer and employee is to understand the
complaint timelines in that light and not as an administrative convenience.

Complaint handling is also within the scope of the annual compliance audit conducted under
regulation 25 of the CMI Regulations, the report of which is to be submitted to the Authority
by 30 September each year, and within the scope of an inspection under regulations 37 to 40.

Non-compliance with this Policy by an employee shall be dealt with under the disciplinary
procedure of the COMPANY and may result in warning, withholding of increment,
suspension or termination of employment, in addition to any action taken by the Authority.
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11. RECORDS AND RETENTION

Regulation 16 of the CMI Regulations requires the COMPANY to maintain and preserve, in
electronic retrieval form for a minimum of eight years, the records there enumerated,
which expressly include complaint and grievance redressal records. Accordingly, the
register of complaints, every complaint file, every acknowledgement, decision, appeal and
appellate order, every root cause analysis, every communication with a complainant and
every communication with the Authority in relation to a complaint shall be preserved in
electronic retrieval form for not less than eight years.

The eight-year period shall be reckoned from the date on which the complaint is finally
disposed of, including the disposal of any appeal and of any escalation to the Authority, and
not from the date of receipt. Where a complaint has given rise to litigation, arbitration, an
investigation or a proceeding before the Authority, the records shall be retained until the
conclusion of that matter and the expiry of all periods of limitation and appeal,
notwithstanding that the eight-year period may have expired, in accordance with the legal
hold provisions of the COMPANY’s Books, Records, Data Retention and Confidentiality
Policy.

Complaint records shall be treated as confidential. The identity of a complainant and the
particulars of his complaint shall be disclosed only to those within the COMPANY who need
to know them in order to deal with the complaint, to the Authority and other competent
authorities, to the auditors of the COMPANY, and in compliance with an order of a court or
tribunal. Personal data contained in a complaint file shall be handled in accordance with the
COMPANY’s Books, Records, Data Retention and Confidentiality Policy.

12. DISPUTE RESOLUTION AND ARBITRATION

Regulation 19 of the CMI Regulations provides that disputes shall be resolved in accordance
with the mechanism as may be specified by the Authority. The obligation is therefore to
follow whatever mechanism the Authority specifies from time to time, and this Policy adopts
that formulation rather than fixing a mechanism of the COMPANY’s own choosing.

The COMPANY records candidly that no IFSCA circular adopting an online dispute
resolution platform for the IFSC was identified by the drafter of this Policy. The
COMPANY does not assert that any such platform exists or is available to its clients, and no
communication issued by the COMPANY shall refer a client to an online dispute resolution
mechanism unless and until the Authority has specified one.

Until a mechanism is specified by the Authority, the position is as follows. The portfolio
management agreement and the client agreement for advisory services shall contain a dispute
resolution clause providing for the reference of disputes to arbitration, and that clause shall be
drawn so as to be capable of yielding to any mechanism subsequently specified by the
Authority. The clause shall record the seat and venue of the arbitration, the number of
arbitrators and the governing law.

Nothing in this Chapter limits the right of a complainant to escalate a matter to the Authority
under Chapter 7, and the existence of an arbitration clause shall not be pleaded against a
complainant as a reason for the COMPANY declining to entertain or to decide a complaint
under this Policy.
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13. ANNEXURES

Annexure A — Complaint Form

Grievance Redressal Policy

Field

Entry

Date of the complaint

Name of the complainant

Address for correspondence

Telephone and e-mail

Status of the complainant (client /
prospective client / other — specify)

Client code or account reference, if any

Name of the authorised representative, if the
complaint is made through one, and
particulars of the authority produced

Date or period to which the matter
complained of relates

Nature of the complaint (portfolio
management / advice / fees / reporting /
transaction processing / onboarding /
conduct / data and confidentiality / other)

Description of the matter complained of

Remedy sought

Documents enclosed

Whether the matter has been raised earlier
with the COMPANY, and if so, when and
with whom

Whether the matter is pending before any
court, tribunal, arbitrator or other forum

Signature of the complainant

For office use — mode of receipt, date of
receipt, reference number allotted, receiving
officer
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Annexure B — Format of the Register of Complaints

Column Contents

1 Reference number

2 Date and mode of receipt

3 Name and contact particulars of the
complainant; status (client / prospective
client / other)

4 Client code or account reference

5 Subject matter, in brief

6 Classification under paragraph 8.2

7 Accepted or rejected; if rejected, date of
notification and reasons recorded

8 Date of acknowledgement; number of
working days from receipt

9 Records called for and examined

10 Date of decision; number of days from
receipt

11 Outcome; remedy, restitution or
compensation granted, with amount

12 Date on which the decision was
communicated

13 Appeal filed — date; date of disposal;
outcome

14 Escalated to the Authority — date;
reference; outcome

15 Timeline breach, if any, and the reasons
recorded

16 Root cause identified

17 Corrective action, owner and due date

18 Date of completion and verification of the
corrective action

19 Location of the complaint file and the date
up to which it is to be retained

Annexure C — Templates

C.1 Acknowledgement of a Complaint

To be issued within three working days of receipt. The acknowledgement shall state the
reference number allotted; the date of receipt; a brief restatement of the complaint as
understood by the COMPANY:: the name, designation, telephone number and e-mail address
of the Complaint Redressal Officer; the date by which a decision may be expected, being not
later than thirty days from receipt; and a statement that no fee is payable.
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C.2 Notification of Rejection

To be issued within five working days of receipt. The notification shall state the reference
number; the reasons for the rejection, by reference to the applicable sub-paragraph of
paragraph 2.2 of this Policy; the right to appeal to the Complaint Redressal Appellate Officer
within twenty-one days, with that officer’s contact particulars; and the right thereafter to
escalate to the Authority within twenty-one days of the final decision of the COMPANY at
grievance-redressal@ifsca.gov.in.

C.3 Communication of the Decision

To be issued not later than thirty days from receipt, and preferably within fifteen days. The
communication shall set out the complaint as understood, the material examined, the
findings, the conclusion, the remedy granted or the reasons for declining a remedy, the right
of appeal within twenty-one days with the Appellate Officer’s contact particulars, and the
right of escalation to the Authority within twenty-one days of the final decision at grievance-
redressal@ifsca.gov.in.

C.4 Communication of Delay

To be issued before the expiry of thirty days from receipt where the complaint cannot be
disposed of within that period. The communication shall state the reasons for the delay and
the date by which a decision is expected, and shall repeat the complainant’s rights of appeal
and escalation.

C.5 Appellate Order

The order shall set out the grounds of appeal, the material considered, whether a hearing was
afforded, the findings, the conclusion, and a statement that the order is the final decision of
the COMPANY and that the complainant may escalate the matter to the Authority within
twenty-one days at grievance-redressal@ifsca.gov.in.

Annexure D — Quarterly Complaint Summary

Item Quarter under | Previous quarter Year to date
report

Complaints pending
at the beginning of
the period

Complaints received
during the period

Complaints accepted

Complaints rejected,
with reasons
summarised

Complaints disposed
of in favour of the
complainant, wholly
or in part

Complaints disposed
of  against the
complainant
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Complaints
withdrawn or settled

Complaints pending
at the end of the
period

Of which pending
beyond 30 days,
with reasons

Acknowledgements
issued beyond 3
working days

Rejections  notified
beyond 5 working
days

Average number of
days to disposal

Appeals filed;
disposed of; pending

Escalations to the
Authority; references
received from the
Authority

Amounts of
restitution or
compensation paid
Complaints by
classification under
paragraph 8.2

Systemic  findings
made; corrective
actions open and
closed
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14. ADOPTION

Grievance Redressal Policy

This Policy was approved by the Designated Directors of Thinktank IFSC Private Limited at
their meeting held on 17-August-2026 and takes effect from 17-August-2026. It supersedes
any earlier arrangement of the COMPANY for the handling of complaints.

For and on behalf of Thinktank IFSC
private limited

Name Sameer Subhash Gujar
Designation Designated Director
Signature w

W
Date 17-August-2026
Place GIFT City, Gandhinagar
Countersigned
Name Rahul N Patel
Designation Complaint Redressal Officer
Signature %
Date 17-August-2026
Countersigned
Name Tusheet Saraf
Designation Complaint Redressal Appellate Officer
Signature
Date
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