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3.4.2.5 as dlas/ lsps are likely to become more active in the financial services eco-system, their
conduct, business and risk profile may evolve to match the business and risk profile of the dlas/ lsps.
therefore, there may be a need to have dlas/ lsps account for their risk profile and behavior in their
relationship with the res. this should also be reflected in their trade terms and conditions and their
insurance cover. similarly, res should also be responsible for the behavior of the dlas/ lsps and their

agents. the user/ borrower should also be assured of the data recovery service being provided by the
lsp and the data reliability of the service provider. an sro may also be of assistance in making this

happen. 3.4.2.7 there may be a need to provide for a mechanism to evaluate the performance of the
dlas/ lsps. the evaluation may be periodic or as required. the performance of the dlas/ lsps may be

assessed based on the number of complaints received, debt recoveries, goodwill earned or the
number of complaints rejected. the performance of the dlas/ lsps may be based on the time taken for

the recovery of claims. it may be based on a certain number of claims or based on a certain
percentage of claims. the performance of the dlas/ lsps may also be based on a combination of the
above parameters. the evaluation may be based on a combination of the above parameters. dlas/

lsps may not only evaluate their performance but may also be required to submit their performance
report to the relevant authorities. certain information may be excluded from the disclosure of

performance report.
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5.3.7.2 High costs, lack of proper information, and languages are frequently cited as the reasons for
consumer non-adherence to repay. An increasing number of customers in India are making money-

losing payments (for example of 1-10 per cent of the total debt) on their loans. This
disproportionately affects women which are more likely to have low income as compared to men and
thus, continue to borrow for their consumption needs. Many women are not able to repay their loans

and continue to make the same payments which result in default. 48 In the case of low-income
families, besides the inability to repay due to existing economic constraints, other factors include the
inability to make business decisions as they are largely influenced by their partner. The time spent

by the women to repay the loan is another important reason for default. 5.3.8.1 For many
respondents, the mobile-money and payment solutions of BHIM/ UPI reduce the use of cash

payments and thus, improve the effectiveness of loans and credit. 49 Besides, mobile payments
service providers facilitate the ability to monitor the status of the accounts/ loan transactions, thus

reducing the delay in resolving matters, and additional benefits such as accurate bookkeeping, book
credits, and access to financial information. Insufficient coverage of financial services by traditional
lenders, absence of consumer rights to enforce repayment, and capacity constraint on the part of

the financial services industry led the MoF&SDI to initiate the Unique Mobile Payment System
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(UMPS). Today, the system has been successfully implemented by eight central bank credit unions in
19 districts of three states as a viable option for fast and convenient access to credit for low-income

people. A study of customers of CUAC found that more than 40 per cent of disbursed loans were
repaid in 2016, and this increased to 50 per cent of loan disbursed by 2017. 5ec8ef588b
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