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Glossary
	Term used
	Definition

	SFDC
	Sales Force Dot Com

	CC
	Customer Care

	NEFT
	National Electronic Funds Transfer

	RTGS
	Real time Gross Settlement

	DD
	Demand Draft

	SDR
	Stamp Duty Registration

	DEO
	Data Entry Operator

	FIRC
	Foreign Inward Remittance Certificate

	CV
	Consideration Value

	BDF
	Booking Details Form

	SM
	Sales Manager

	UTR
	Unique Taxpayer Reference

	SPOC
	Single Point Of Contact

	TPU
	Transaction Processing Unit

	RM
	Relationship Manager

	HOD
	Head Of Department

	HOC
	Head Of Cell

	FOS
	Feet On Street

	PO
	Pay Order

	TT
	Telegraphic Transfer

	GL
	General Ledger
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[bookmark: _Toc413684036]2.1 Purpose:
The main objective of this document is to detail the Payment handling process and the policies that govern the same.
 
[bookmark: _Toc413684037] 2.2. Scope:
In-scope: All customer payments received via various modes –cheque, cash, and online transfer etc.
Out-scope – Any other Accounting processes.
[bookmark: _Toc413684038][bookmark: _Toc337288541]2.3 Type of Payments:
Payments are demanded as per the payment schedule signed by the customer in the application form. The payment schedule is divided into various stages – 
2.3a) Booking Amount payment 
2.3b) Time bound payments 
2.3c) SDR payment 
2.3d) Construction based payments 
2.3e) Possession based payments 
2.3f)1% TDS payment

[bookmark: _Toc413684039]2.3a) Booking Amount payment: 
The booking amount / earnest money given by the customer is captured in the system and the customers SAP account is credited. 

[bookmark: _Toc413684040]2.3b) Time Bound Payments: 
There are also time bound payments to be collected from the customer along with service tax. These time bound payments are collected within specific no. of days from the application date. (Time bound payment days are project specific).

[bookmark: _Toc413684041]2.3c) SDR Payments: 
Post completion of 19.9% payment by the customer he is required to pay the stamp duty and registration amounts along with the MVAT / APVAT (as applicable).
2.3d) Construction based payments: 
Once the registration is done, construction related payments plus the service tax i.e. Slab wise payments is received from the customer as per the demand raised. Construction related payments (Payment Schedule) are project specific.

[bookmark: _Toc413684042]2.3d) Possession Payments: 
At the time of possession the customer is required to pay Other Charges which include Society Maintenance, Water & Electricity connection charges, Club membership fees, Share money, Legal Charges, Power and infrastructure charges including service tax. Post completion of these payments the final possession process is initiated (refer to Possession Process).

[bookmark: _Toc413684043]2.3e)1% TDS Payment- 
In scenarios where the customers Contract value is > 50 lacs the customer would need to pay 1% TDS on every payment made. (Please refer to the TDS payment process document) 

[bookmark: _Toc413684044]2.4Demand Letters: 
Demand letter is sent when a slab is being initiated, informing the customer what the current dues are and with the due dates. (Please refer to the Demand Generation process document)

[bookmark: _Toc413684045]2.5 Mode of Payment: 
[bookmark: _Toc413684046]2.5.1 Self 
No other validation needed once verified that the payment source is from applicant/Joint applicant

[bookmark: _Toc413684047]2.5.2 Third Party Payments: 
These are payments made through an instrument/online issued from a bank account other than that of the applicant/Joint applicant mentioned in the application form/agreement to sell. It would include payment from the following sources: 
I. Company Payment 
II. Company Partnership 
III. Relatives including blood relation 
IV. Guardian’s payment for minor: This would be accepted with following supporting documents: 
Birth certificate of the minor 
Relationship proof of the guardian i.e. birth certificate. 






Payment Source Validation process: 

3rd Party Payment guidelines and supporting documentation required:
	Scenarios where payment accepted

	Sr.no
	Type of concern
	Guidelines
	Supporting document needed

	1
	POA: POA holder making payments on customer’s behalf
	Payment to be accepted with indemnity
	Registered/Notarized POA document

	2
	Proprietor: The booking is in the name of the customer, however payments are done from his proprietary firm or vice versa
	Payment to be accepted with indemnity & supporting documents such as Proprietorship.
	Shops & Establishment License issued by Municipal Authority

	
	
	
	Sole Proprietor PAN Card

	3
	Demand Draft
	Payment to be accepted
	supporting letter from the bank (unless customers name is mentioned on the DD)

	4
	Cheque has customer's maiden name
	Payment to be accepted
	Marriage certificate

	
	
	 
	 

	Scenarios where payment not accepted

	1
	Partnership firm: The booking is in the name of the customer, however payments are done from his partnership firm
	Payment Not Accepted
	NA

	2
	Payment through Trusts
	
	

	3
	NRI customers : NRI Customer who are 100% shareholder of their firm and have submitted documents to IRS to show he is the sole owner of the company and would like to make payments through the company account
	
	

	4
	Blood relatives making payment for the Customer
	
	

	
	Husband paying on behalf of his wife (in-case he is not co-applicant)
	
	



[bookmark: _Toc383430234]No bookings will be accepted if the customer is unwilling to abide by this payment process.



[bookmark: _Toc413684048]2.6. Generic Payment Process Flows :




[bookmark: _Toc413684049]2.6a)  Generic Cross functional Payment Process Flow:



[bookmark: _Toc413684050]2.7. Delayed Payment Handling Process:
If the customer defaults on any payment or has made a late payment interest charges are applicable @ 18% per annum. The interest is deducted from the customer’s next payment via IISP model in the following order:
i. Interest on Service Tax
ii. Interest on Principle
iii. Service Tax
iv. Principal 
[bookmark: _Toc413684051]2.8 Modes of payment:
The customer can chose to make the payments via:
2.8a) Cheque / DD/Direct Deposit/PO/TT
2.8b) Direct Couriers 
2.8c) TT for NRI customers
2.8d) Credit Card payments
2.8e) Cash
2.8f) On-line payment

Payment handling through each of these modes is explained in detail through the document:
[bookmark: _Toc413684052]2.8.a). Cheque /DD/PO / Direct Deposit Banking process:
All cheque payments are handled by the Centralised Cheque desk (CCD) team. In- case of a cheque pickup facility requested by the customer there is a charge of INR 500/- levied for the same as depicted in the flow below.
Cheque pickup charge Guidelines:
1) RM to intimate the customer about the pickup charges of Rs. 500 (including taxes) when customer requests the same. Post getting email acceptance from customer, RM to create a case in SFDC (screenshots given below), attach the email to the case & assign the case to the central team.
Important:
a) RM to schedule a pickup request only if customer has agreed on-email for the pickup charges. This email to be attached to the case & will be used to manage disputes if any. Requests received without email confirmation from the customer will not be accepted
b) Same day pickup requests will not be entertained since this service is chargeable now and customers may refuse to pay in case our resource is unable to reach on time due to logistical / bandwidth-related constraints. 
c) Pickup Services are available from Monday to Friday 10 am to 6 pm within Mumbai city limits.
SFDC case creation procedure
· Under the customer “booked account” RM to initiate case creation
· RM to create a parent case & enter customer’s pick up address 
· RM to assign the case to collections backend FT queue and save the case. This would auto assign the case to the functional team member so that they can action the same. 
· Once a case is successfully saved the RM needs to click on the attachment section to attach the customer’s acceptance email in the case as shown below. This completes the case assignment procedure
Method of payment for the customer
Customer needs to add Rs 500 to the payment that he is making, or he can enclose a separate cheque for Rs. 500 in the same favouring as compared to cheques which he gives for principal amount due. 
Example given below:
	Customer who is paying Rs. 10,00,000/-
	Total amount on cheque
	Customer to mention on reverse of the cheque

	Option 1: Give one cheque
	Rs. 10,00,500/-
	a) CRN & Flat details
b) Comment: “Includes pickup charges”

	Option 2: Give 2 cheques
	Cheque 1: Rs. 10,00,000
	CRN & Flat details

	
	Cheque 2: Rs. 500
	CRN, Flat details, comment: “for Pickup charges”


	
Customer cannot pay pickup charges in Cash. He is to be requested not to handover any cash to the representative who visits for pickup
If customer requests our representative for collecting the disbursement cheque from his bank, he should courier us a cheque of Rs. 500 separately for pickup charges
Process of entering cheques into CCD & SAP
· Once cheques are received at HO, Central team to close the case in SFDC. This will trigger an update to the RM via SFDC as per current process. 
· CCD will then enter these cheques into the tracker with source ‘Pickup-Chargeable’ & handover these cheques to TPU with a mentioned on the reverse of the cheque (“pickup chargeable”) . 
· SAP will accordingly debit charges of Rs 500 to the customer when entering the cheque. Cheque pickup charges will be deducted before Interest charges, similar to the treatment given in ‘Cheque bounce charges’. A separate GL code has been created for the same
· Cheque pickup charges will also show up in customer’s receipt
· When the executive visits the customer, in case customer does not include Rs. 500 in the cheque/as a separate cheque, the SAP team on confirmation of visit will still go ahead and debit customers account for Rs. 500 and show this as ‘Cheque pickup charges’. 
Cheque pick up from drop box  /Kiosk at Site (where operational)
· Customers hand over the cheques to the reception at Site/HO for entry in the register before dropping it in the drop box/ Kiosk 
· All cheques received by the project teams need to be handed over to the TPU before 5 pm for entry on the same day. The TPU to ensure all cheques handed over are entered in the system on the same day. 
· All cheques entered by 6 pm to be handed over to accounts by 6.30 pm. Balance cheques entered to be handed over by 9.30 am the next working day morning. 
Direct Deposit:
 If the customer deposits the cheque directly into the bank, the payment received date is updated as:
· the date of cheque deposit if the deposit receipt is provided by the customer
· In-case no deposit proof (bank deposit slip) is available then the payment received date is updated as the date on which the transaction is processed by the bank.
Cheque pick up from Kiosk at HO:
· Customers would come over to the HO and deposit their payment cheques via the kiosk system installed.
· The customer receives an immediate acknowledgement once the cheque is deposited
· All cheques are then handed over to TPU  team for entry and subsequent handover to the TPU by the CCD daily by 5pm.
[bookmark: _Toc413684053]2.8.b ) Direct Couriers:
· All cheques received by 4 pm to be handed over to the TPU for entry by 5 pm. Cheques received from despatch team at 6 pm to be handed over the next day by 10 am latest. 
· Project teams / CCD to ensure the details of the customer like customer id/name of the customer/project/Cheque received date is mentioned behind the cheque and handed to the TPU for entry.
· All cheques received by 5 pm by the TPU to be entered on the same day.
· [bookmark: TAT_cheque_banking]All cheques entered by 6 pm to be handed over to accounts by 6.30 pm. Balance cheques entered to be handed over by 9.30 am the next morning. 
TAT for Pick up of Cheque : 
Normal Working Days
	Particulars
	TAT
	Exception

	Cheque received from customer
	Day 0
	

	TAT of Pick up from site to HO
	Day 1
	

	TAT of entry by project teams/CCD
	Day 1
	

	TAT of entry by the TPU
	Day 1/2
	Day 3

	Banking by accounts
	Day 2/3
	Day 4

	Week Ends (Saturday, Sunday Holiday)

	Particulars
	Acceptable TAT
	Exception

	Cheque received from customer
	Day 0
	

	Pick up from site to HO
	Day 2
	

	Entry by project teams/CCD
	Day 2/3
	

	Entry by the TPU
	Day 2/3
	Day 4

	Banking by accounts
	Day 3/4
	Day 5




TAT of Courier receipt of Cheques :
	Activity
	 TAT
	Exception

	Courier Receipt at HO
	Day 0
	

	Handover TAT from CCD team to Project team/CCD
	Day 0/1
	

	Entry By Project Teams
	Day 0/1
	

	Entry By the TPU
	Day 1/2
	Day 3

	Banking By accounts
	Day 2/3
	Day 4

	Week Ends (Saturday, Sunday Holiday)

	Particulars
	Acceptable TAT
	Exception

	Cheque received from customer
	Day 0
	

	Handover TAT from CCD team to Project team
	Day 3
	

	Entry by project teams/CCD
	Day 3
	

	Entry by the TPU
	Day 3
	Day 4

	Banking by accounts
	Day 4
	Day 5


The above TATs may be revised for specific scenarios however this would be determined on a case to case basis with required approval.
The process post cheque receipt is as follows
· RM  /CCD to check the following before handing over the cheque to the TPU:
· Date accurately mentioned
· Amount written is clear and accurate (words and figures mentioned on the cheque should match)
· Customer’s Signature on the Cheque
· Ensure cheque given is applicants and not from third party. 
· In-case of missing details /discrepancy observed reject and action as follows 
· In case of no name mentioned on cheque RM to check on back side of the cheque for details. If name matches with applicant/co applicant then cheque is to be accepted.
· Name on Cheque different from applicant/co applicant this is clearly a third party cheque and irrespective of customer writing his name on the back of the cheque this is to be rejected.
· RM to send cheque back to customer where its established as third party and send a mail to the customer on the same.
· The cheque is sent to the TPU for entry if details on cheque are correct and its established that cheque belongs to applicant/co applicant
· TPU to run a quick re-validation on the above mentioned check points post receipt of cheque.
· Update cheque details in the SAP system if all details are correct.
· Accounts team to do the final validation on the above points for cheque payments and reject in-case of any discrepancy.

Cheque receipt at outstation office
The process post cheque receipt at outstation offices is as follows:
Once the outstation customer hands over the cheque to the RM, he would need to scan and courier the cheque back to the HO on the same day. On receipt of the physical cheque by the CCD team a record of the same is maintained and handed over to TPU for updation in the system.
Responsibility and accountabilities:
	Sr No
	Activity
	Responsibility

	1
	1. Ensure Daily picks ups and handover of cheques to CCD who will update the tracker and handover the cheques to TPU.  
 2. Ensure Cheques are handed over to the TPU latest by 5 pm.  
	CCD

	2
	Handover of cheque couriers within timelines 
	Central Dispatch team

	2
	Same day SAP Entry of Cheques handed over
	SAP team Lead

	3
	Handover to accounts within TAT i.e. same day 6pm or next day 930am
	SAP team Lead



[bookmark: _Toc413684054]2.8.c). In-case of an Online payment : NEFT /RTGS /Credit card payment:
The customer may choose any of the following modes to make a booking amount payment:
· Online payment
· RTGS /NEFT payment
· Wire Transfer/Bank to Bank transfers
· Credit Card
Validation before RTGS / NEFT entry is done in SAP system
· Customer/RM To enter RTGS/NEFT details in SFDC portal
· Accounts to Check the following with Bank Statement/FRC
· UTR Code 
· Transaction Date 
· Amount 
· RTGS / NEFT established to applicant/co applicant
· Approve / Reject  basis the above conditions
· The TPU to check SFDC portal for payments approved by accounts. 
· The TPU to credit the customer’s account in SAP system as per the customer details mentioned on the SFDC portal. 
· Accounts to ensure amount is refunded where third party amount where established.
Bank to Bank transfers where UTR code not provided in transactions
· RM to send mail to accounts on Bank to Bank transfers, UTR code not provided transactions
· Accounts to Check the following with Bank Statement/FRC
· Transaction Date 
· Amount 
· Transaction established that it belongs applicant/co applicant
· Approve / Reject  basis the above conditions
· TPU to check the RMs email for payments approved by accounts. 
· TPU to credit the customer’s account in SAP system as per the customer details mentioned on the RMs email. 
· Accounts to ensure amount is refunded where third party amount where established. 
· For NEFT/ RTGS /Direct deposits payment (applicable for booking amount payment) an email from the accounts team confirming payments received is to be attached along with the BDF.
[bookmark: _Toc413684055]2.8.d) TT for NRI /outstation customers
In-case of a Telegraphic transfer for NRI customers:
· Once the payment is completed the customer would need to send the RM the Transaction reference number to the RM who would send the same to the PI.
· The PIC would then trace the payment  to the accounts team
[bookmark: _Toc413684056]2.8.e) Credit Card Payments:
· For Credit card payment (applicable only for booking amount payment) the SM needs to ensure that a copy of the credit card receipt is attached along with the booking form.
[bookmark: _Toc413684057]2.8.f) Cash Handling: 
· For cash payment lesser than INR 5000, the RM would directly collect the cash from the customer and hand it over to the TPU.
· TPU to update the payment details in SAP system and hand over the cash to the accounts team.
· The original payment receipt would be handed over to the RM who would sign it and hand it over to the customer; a copy of the receipt is also sent to the accounts team. No duplicate receipts are issued for cash payments.
· For amounts >50k a copy of the customers PAN card needs to be submitted.
[bookmark: _Toc413684058]2.9 Special Booking Type Payment adjustments:
For special booking types a payment adjustment would need to be done as follows:
	Booking Type
	Customer Type
	Payment

	JODI
	Bookings where customers wish to purchase combination flats 
	Borne by purchaser

	LCUBE
	Bookings for customers whom Lodha Group has corporate tie-ups with
	Borne by purchaser

	VEST /Club
	Bookings for customers eligible for Vest benefits per the Chairman’s Club & Directors Club policy for LODHA employees at Level 0-1 
	1. As per the Chairman’s /Directors Club policy SDR, taxes, deposits, other duties and EMI (if any) borne by purchaser.
2. CV is adjusted against the vest amount & the EMI .The taxes are to be borne by the purchaser.

	Land Against Property
	Bookings where units would be adjusted in lieu of a land deal
	CV & Maintenance charges are adjusted in lieu of land deal.

	Ad-agreement /Barter transactions
	Bookings between Lodha group and other business houses where the nature of transactions would be through an exchange of products /services mutually agreed upon by both parties
	All cost adjusted as per the payment agreement between both parties

	Internal payment adjustments
	1. Customer cancelled booking in project A and wishes to adjust refund amount towards payment for his other booking in project B.
2. Transfer of payment for other booking in the same project /building upon cancellation of current unit

	Amount would be transferred internally from Project A to project B with HOD approval




[bookmark: _Toc413684059]2.10) 1% TDS Payment Process:
[bookmark: _Toc413684060]2.10a) 1% TDS Applicability criteria:
1. Only in scenarios where the customers CV is > INR 50 lacs (including MVAT and other charges) the customer would need to pay 1% TDS on every payment made post 1st June 2013. In such cases the customer may choose to pay the TDS or may authorise Lodha to make a payment on his behalf. 
1. Lodha to pay TDS only for those customers where payment of TDS is done on behalf of the primary applicant (where customer authorises Lodha). This is a customer centric gesture from Lodha.
1. The TDS payment option is provided to the customer on request during a customer’s lifecycle and remains active till the time the customer (primary applicant) informs us the discontinue.
1. In-case of new customers the assigned RM to tag such customers directly in SFDC.

The following table explains the TDS calculation per unit:
	Particulars
	Applicable for TDS (Yes / No)

	Flat cost
	Yes

	Club charges
	Yes

	Society charges*
	No

	Advance maintenance and property tax
	No

	Society formation charges
	Yes

	Documentation and legal charges
	Yes

	Electricity and legal connection charges
	Yes

	stamp duty 
	No

	MVAT
	Yes

	S. Tax
	No

	Cancellation of booking and subsequent adjustment by the buyer against new flat purchase
	Yes

	
	



[bookmark: _Toc413684061]2.10b) Customer makes the TDS payment on his own:
1. Once the TDS payment is made by the customer he would need to send across the challan (soft copy) along with form 26QB (wherever applicable)to the RM who would send them to the TPU for updating.
1. TPU would then credit this amount to the customers SAP account.
1. If the customer requests for a TDS credit receipt the same would be issued to him by TPU, however this would be only based on requests received from the customer.
1. Customers who pay TDS on their own would need to make the payments as per the logic explained below :-
	Amount due
	INR 100

	Payment made by customer
	INR 99

	1% TDS
	INR 1 

	Balance
	0



[bookmark: _Toc413684062]2.10c) Customer authorises Lodha to make the 1% TDS payment:
1. Customer to send an email from his registered email id authorising Lodha to make the TDS payment on his behalf (at the time of his request).
1. On receipt of the email the RM would tag the customer’s account in SFDC system as ‘Auth Lodha to pay’.
1. The TPU then generates a report from SFDC in 3 cycles during the month on this customer data (refer annexure 1 for cycle dates)
1. The data is then sent to the accounts team to check eligibility and where payment is received from the customer.
1. Once this data is extracted it is then sent to the taxation team to pay TDS on the government authorised website.
1. Once the payment is made the receipts are generated and stored on a central location from where the TPU then picks up and sends the challans to the customer on his registered email id and mylodha email id.
1. The RM is also marked a copy of the same.

[bookmark: _Toc413684063]2.10d) Exceptions & Deviations 
1. However in case the customer makes an incorrect TDS payment (in excess) and requests for a refund, NO REFUND would be permitted in TDS payments made by the customer, since this payment is made directly to the government.
1. In case of delays ,back- dated TDS would be paid by Lodha (post authorisation from customer) only for previous two months (from current cycle month).Customer would need to clearly mentioned in the email that he would bear the interest incurred on late payment of TDS.


	Cell
	Process
	TAT (only working days)

	RM
	RM to tag the customer on SFDC post email received from customer
	1 day prior to TDS cycle (As per annexure 1)

	TPU
	TPU to extract the report in 3 cycles during the month.
	As per annexure 1

	TPU
	SAP system to be credited post receiving challan from customers paying TDS
	2 days

	RM
	Tax challan submitted to the customer post received from taxation team (where customer has authorised Lodha to make a payment via email)
	2 days



[bookmark: _Toc413684064]2.11 Credit Note:
Credit note entry is passed in the following scenarios by TPU:
· Club casa offer availed by customer (eg: cash-back offer)
· Enablers offered to customers (amnesty offers)
· 1% TDS payment (where customer pays TDS)
In either of the above scenarios approval mails are required post which the credit note is passed. In case of TDS, credit note is passed only post challan is received from the customer regarding TDS payment.

[bookmark: _Toc413684065]2.12 Receipt Generation:
Post payments reflecting on SAP system a payment receipt would be generated for each payment. Receipts are sent to the customer on the next day via two modes:
· Physical receipt – These are signed by the RM (where the Mudrank is not present) and sent to all customers. For receipts where the Mudrank is present the RM signature is not required.
· E-receipts: - The payment receipts are emailed to the customer to his registered email id (where available) and the CSS portal along with a Mudrank (digital stamp). These are sent only for customers for projects where Mudrank is procured and payment processes via IISP .

[bookmark: _Toc413684066] 2.13) Payment Re-con:
An on-going reconciliation of payments received is done between CC and the Accounts teams to ensure all payments made by the customer duly reflect against customer accounts. This is an ongoing dependency on clearance given by the Accounts team.
[bookmark: _Toc413684067]2.14 Exceptions & Deviations:
1. In-case a customer hands over a single cheque for multiple bookings the cheque is accepted only in the following instances:
a) Payment for JODI booking units.
b) Payment for two units in the same building	
c) Payment for two units in different Projects with the same Company code (e.g. Lodha Dwellers) will be accepted post HOC /Manager approval.
d) Payment for two units in the same Project with the same Company code (e.g. Lodha Dwellers, Lodha developers) will be accepted post HOC/Manager approval. 
2. While entering the cheque received date should not be more than system date (– 5) days. Any cheque entered where the received date is > 5 days, approval would be needed from customer care HOD with proper reasoning for the delay in handover of 
the cheque.  

[bookmark: _Toc413684068]A2.15) Payment Handling TAT:
	Cell
	Unit
	Process
	TAT (only working days)

	Transaction Processing Unit
	Cheque Updation
	Cheque to be handed over to the TPU from RM
	same day by 5pm

	
	
	Cheque to be updated in SAP system post receipt from RM
	Same Day

	
	Online Payment
	Online payment updation into SAP system post Accounts approval
	Same Day

	
	Receipt Generation
	Physical/E-receipt sent to customer
	24 hours from payment updation


[bookmark: _Toc413684069]Annexure:
TDS Cycle:
	TDS Challans / 26QB

	Cycle
	CC
	Accounts
	Tax
	Back to CC

	1 - 10
	11
	12
	13- 17
	18

	11- 20
	21
	22
	23 - 27
	28

	21 -31
	1
	2
	3 - 7
	8
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