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1.

INTRODUCTION AND APPLICABILITY OF THE CODE/ &8 &1 U=l 3R

RISG)

The Reserve Bank of India, by its notification no. RBI/2015-16/16 DNBR (PD)
CC.N0.054/03.10.119/2015-16 dated July 01 2015 along with new amended guidelines wide
notification no. RBI/DOR/2021-22/89 DoR.FIN.REC.95/03.10.038/2021-22 issued on 14th
March, 2022 and modification and as per Master Direction - Reserve Bank of India (Non-
Banking Financial Company - Scale Based Regulation) Directions, 2023 dated October 19,

2023 (as amended from time to time), if any, has prescribed the broad guidelines on fair
practices that are to be framed and approved by the Board of Directors of all Non-Banking
Financial Companies (NBFCs) and should be published and disseminated on the web-site of
the Company for the information of the public.

URag fod d@ 9 uRdm Red 9%/2015-16/16  SUAEIeR @Eh) IR
¥.054/03.10.119/2015-16 &1 01 JaTs, 2015 I AT TN fG=-FE=N & A1 TS
SR 3. SRESTS/SISMAR/2021-22/89
SIINSHR T3S SRS .95/03.10.038/2021-22 14 HTH, 2022 &1 SR} fowa a1 SiR Teieq
3R ARCR 1R — YR RRofd d ((R-sifeh T o<t doe - T suia fafaes) fAdw,
2023 feA1 19 SiagaR, 2023 (GHI-THT W IR F AR), Al 1 g, 7 Ifad yurei )
ages feenfAds Fuiia farg § for et TR-dfh faxfta sufat (@edtewdh & Fewes dsa
ERT R 3R A fbar ST =1fRT @ik Sl @ SR & fofg Ut @t dedrge iR
USRI SR g faan ST gl

Digamber Capfin Limited (hereinafter referred to as “DCL” or “the Company”) is a public
limited company incorporated under the provisions of the Companies Act, 1956 and is a
Systematically Important Non-Deposit Taking (NBFC-ND-SI) and holding certificate of
registration of NBFC-MFI as per RBI guidelines.

forieR Pufth fafies ( SRfiva o1 "dut & U & Feftfa) Hu-t ifdfaw, 1956 &
UG & dgd FATHd T Ufedt® fofiics durl & 3R Teh JHafyd U ¥ Hgdyul IR-SHT
A Al (U E-TE-TEeE) R RS & R F IR THAUHHL-
THUH (TS & TSR0l ST UHTUN U YR BT g |

DCLs is primarily engaged in the business of on lending to JLGs. The company provides
microfinance loans under JLG model to poor women residents of urban, semi-urban & rural

areas.

SRiua &1 qo7 IL T SUESll o HUT ST |1 Hu-T T, ref-zredt iR urdtor &= # @A
et TRIE ATl ol Sudol Alsd & dgd HISH B BT UeH B! g

APPLICATIONS FOR LOANS AND THEIR PROCESSING / SBUT 3R 3% U¥hIU &b

fore amdeA

(a) DCL shall ensure that the applications for loans are accepted as per the internal policies

laid down by the management of the Company. DCL shall ensure that it will not
discriminate in providing loan facilities to physically/ visually challenged applicants on
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grounds of disability including technologically challenged persons . DCL and its branches
shall make all possible efforts for aiding the physically/ visually challenged applicants
during the Loan Procedures.

ST g YA S o5 601 T si1ded Uit o Yeied gRT Fuiia siaRe =i
& IUR WoHR oy o 81 SRAva g8 YAa s i 98 fawaiTar & oMuR W
IRING FU Y / P TT SHTdaD! BI B YU Y& B | NGHTd 78! ST STa
3R DT IRATY FH0T Yfeharaft &b SR ARG T F / = F1fdd S| & gerar &
o & Tua R St

(b) All communications to the borrower shall be in the vernacular language or a language as
understood by the borrower;

IYRSB! B G IR TIFT U I1 IURGT gRT IHSH S aral HeT & g

(c) Loan application forms should include necessary information which affects the interest of
the borrower,; so that a meaningful comparison with the terms and conditions offered by
other NBFCs can be made and informed decision can be taken by the borrower. The loan
application form shall indicate the documents required to be submitted with the
application form.

BUT 3Tded YU H 3Maqdh SHSR! M g IMeT St SUREd! & fed &I THIfad
IRl 8, dlfdh 3T THANUHE gRT &t S areft 2raf ofR ot & ry wnles gam &t o
T 3R IYREd! gRT Jferd ok forar S 9 | B 31de U & 31ded U & 1Y ST
T ST aTet SHTIRG D GEATd Gl BT Jeeid BT |

(d) DCL shall put in place a system of giving acknowledgment for receipt of all loan
applications or otherwise. Preferably, the time limit within which the loan applications
will be disposed of should also be mentioned in the acknowledgement.

Sied I U7 3raeT Pt Uty a1 3r9UT & T uradt 9 1 U Wumelt RiTfid S|
A, o9 g7g W91 & HidR H01 el &1 e foar S, 39T H aradt #
Ieig fpar ST Anfeu|

3. LOAN APPRAISAL AND TERMS AND CONDITIONS/ VI Jeuis 3R faw 3z

At

a) DCL shall convey in writing to the borrower, in vernacular language / the language as
understood and confirmed by the borrower, in case of sanction of loan, the sanction letter
shall contain the amount of loan sanctioned along with the terms and conditions including
annualized rate of interest and method of application thereof and keep the acceptance of
these terms and conditions by the borrower in its record and a copy of all the documents
executed shall be provided to the borrower. In case of delayed repayment, the penalty to
be charged shall be shown in bold letters in the loan related agreement or terms and
conditions;

ST SYRSEd! B 3ol T T RIFIG U H/SURGT gRT THe 3R g &1 718 yor
fofea =0 & gfad &1 B0 &1 WiHfd & Aamd 8, Weid T § aie e o 3R
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b)

d)

3frae & faftr wfed faw iR raf & w1y Wigd Hu1 $1 AR 2T gHft 3R IyRBdf
ER1 gfed framt ok =raf &1 Wiefa St grr oo Rl R Wi &t St 3R
fefed mft Twaas @ U@ ufd SURGAl & UeH & w1t ¥ R 9 ard
gAY @) FRUfS 7 1ol o) o arelt wnfa & a1 wifta sigsy ar o 9 wraf | e
31&Ri H femar sme|;

DCL will invariably furnish a copy of loan agreement or otherwise along with a copy of
each enclosure quoted in the loan agreement or otherwise to all clients at the time of
sanction/disbursement of loan in vernacular language / the language as understood by
the borrower.

SIRATE Bl 3t Wipfa/ATaR & 0 Ut TEDT DI B0 HIR DI Teb Ul YT 34T
BU TRR YA YT Ifcardd TP Iaud & U Ul e ®0 4 ®HA
HINT/SUREGAT GRT THSN T3 HINT H TRgd DT

DCL shall disclose pricing related information including any fees to be charged to a
prospective borrower in a standardised simplified factsheet. Any fees to be charged to the
borrower by DCL/ its partners/ agent shall be explicitly disclosed in the above-mentioned
Factsheet. The borrower shall not be charged any amount which is not explicitly
mentioned in the factsheet.

SR te Russ Riftafrus haeiic & Hifdd SuREal § forg oM arat fosedt off oo
Ifed e FuRor dedt SHeR &1 Garm ST SRIa/8dd ARieRrl/Toie gRI
SURSGAl 4 I A a1l foddt |t Yeh &1 WF U I SWad baexite § gar b
ST | SR & Hrg 4t A T oft St S Threrefie & Wy wu 3 Ifcafad 7€t 21

DCL shall mention the penal interest charged for late repayment, if any, in bold in the loan
agreement or otherwise;

SIRAUT &1 B gHSA H A1 39U < F YA & T T Y SSTAS &1, Afe Hig
81, DT I BT BT,

4. PENAL CHARGES IN LOAN ACCOUNT/ 35Ul WTd ¥ ¥ I1et

a)

Penalty, if charged, for non-compliance of material terms and conditions of loan contract
by the borrower shall be treated as ‘penal charges’ and shall not be levied in the form of
‘penal interest’ that is added to the rate of interest charged on the advances. There shall
be no capitalisation of penal charges i.e., no further interest computed on such charges.
However, this will not affect the normal procedures for compounding of interest in the
loan account.

YRSl gRT BT WfdaT F Wfaes e ud 2l o1 SFuTe 7 & & forg afe gaf
T STl § af SY 'GUSYHR' HFT SITET 3R 3 'CGUSSTST & &0 H Tg! @I ST Sif
ST TR gUIRG & X H SIST ST 81 €8 UHRI &1 Dls Yol To1 g 3dfd T
YURT TR 3111 13 ST D1 0T el B ST | ST, T8 U1 WA H ST & Ihqia &
fore g wferanatt &t g et B
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b)

d)

g)

DCL shall not introduce any additional component to the rate of interest and ensure
compliance to these guidelines in both letter and spirit.

Shfiea sa9 R & P ifaRed gew e 781 S iR 37 fexnfAden &1 serwr
ST gHfgd s

DCL shall formulate a Board approved policy on penal charges or similar charges on loans,
by whatever name called.

SHiied B 1R <8 THR 1 331 e & THRI & Taie H as gRT gHifed Fifa darR s,
Tle 3N Tt off = O geman S|

The quantum of penal charges shall be reasonable and commensurate with the non-
compliance of material terms and conditions of loan contract without being
discriminatory within a particular loan/product category.

38 UYRI &t AT Ifrd gRit 3R e faviy swu/3arg 9ot & iR Heuma fog famm wsor
3FSY & Hifdd fadl 3R =Mdl &1 STaTa 7 $HR- & =T gl

The penal charges in case of loans sanctioned to ‘individual borrowers, for purposes other
than business’, shall not be higher than the penal charges to non-individual borrowers for
similar non-compliance of material terms and conditions.

G YRGS DI AT & ATl 3T I£A! & o TR fHT T BTt & A
T 48 Yo, TR-AfGTd SURBATS GRT THM Hedqu! (HaH! SR <! BT 1e 7 B
& foIQ T O a1dt €8 Yoo I 34D 51 gR|

The quantum and reason for penal charges shall be clearly disclosed by DCL to the
customers in the loan agreement and most important terms & conditions/Key Fact
Statement (KFS)/ Factsheet as, in addition to being displayed on website of DCL under
Interest rates and Service Charges.

SHiTd gRT B IRR, Aedgul 499 3R Tra/ Thae Were (Huhey)/ haeiic & Aee!
DI &S Yo B R 3R TIBT HRU WF Y J Yave a1 T SR ST $T daurge
TR ST S 3R a1 THRT & 11T & +t uefiq far smem|

Whenever reminders for non-compliance of material terms and conditions of loan are
sent to borrowers, the penal charges shall be communicated. Further, any instance of levy
of penal charges and the reason therefor shall also be communicated.

o i SUREaral B B F Hifde FgHl 3R 2af o1 U 7 HA & 1T Ig=IRS
TS ST &, T9 <8 UHRI BT a1 &f ST | 3D ST, ST Yeb T & faat
JTERUT 3R ISP HRUT &% ar H o gfera fawar smam|
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5. DISBURSEMENT OF LOANS INCLUDING CHANGES IN TERMS AND CONDITIONS/

et ik zraf & ufvad= afgd BN &1 dfaarur

a)

b)

DCL shall give a notice well in advance to the borrower in vernacular language / the
language as understood by the borrower, of any change in the terms and conditions
including disbursement schedule, interest rates, service charge, prepayment charges, or
any other charge. Changes in interest rates and charges shall be effected only
prospectively and a suitable condition in this regard shall be incorporated in the loan
agreement or otherwise;

SRATe Hfaavur e, ST &R, ¥al UHR, 94 Y UHR, a1 fdt 39 Yo afed
e iR =l & fooxft +ft 9gea & IR H IURSA! B! RIFT HINT / IURSGA! gRT JHSH
S arelt W B 3 U ¥ Ue Ay < &St &)Y SR UMRT # uRad= dhad rat
THTG § TR 5T ST SIR 59 TaiY & Uob ST Xd 01 JHG T 31 7 Mfdye b
ST,

Decision to recall / accelerate payment or performance under the agreement shall be in
consonance with the loan agreement or otherwise.

U & ded aroy g / YA H oot a1 a1 UeRF &1 o 0 S Ot sraut &
3T BN

DCL shall release all securities on repayment of all dues or on realisation of the
outstanding amount of loan subject to any legitimate right or lien for any other claim it
may have against borrower. If such right of set off is to be exercised, the borrower shall
be given notice about the same with full particulars about the remaining claims and the
conditions under which DCL is entitled to retain the securities till the relevant claim is
settled /paid.

SRfted Tt I & TIUTTAE W a1 Bl &1 SHrT AR B Ui R gt gfaqyfadt &1
SR B, ST FURB! & RIars fheit 37 grd & fore fopeht +ft 9y 3R a1 yigonfiieR
& 37 1 gl g | Ife Te 3 & T HAGR H1 YA fohdm ST €, df SURSDT &I AW
3dl & IR H gU faaR0T & 1Y 9 AR H ey faar S $fR 3 rdl & IR & gan
ST oo d8d ST ! Yafdd ard &l FueH / YITaH 814 do Ufayfadl &f §-1g
TG HT §HeR g

6. RESPONSIBLE LENDING CONDUCT/ SR 0T SATTRUT

Release of movable/immovable property documents on repayment/ settlement of

personal 1oans/w%maawﬁ%gqﬁ1mﬁ/ﬁua=rwaa/mmmﬁﬁﬁﬁaﬁ
DT

a)

DCL shall release all the original movable / immovable property documents and remove
charges registered with any registry within a period of 30 days after full
repayment/settlement of the loan account.
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b)

d)

SRftea It ga gd/sraa YUl gxarden & SR ST SR BT |id & guf gayTaE
/e & 91g 30 o Bt orafdr & fiar freht ot <foret & duofird el Y ger 3

The borrower shall be given the option of collecting the original movable/ immovable
property documents either from the banking outlet/branch where the loan account was
serviced or any other office of the DCL where the documents are available, as per her/his
preference.

JYREGA! B U IR Hd d/3Ed Juiy gearas a1 ot §fdh sfraede /mar ¥ gt
HuT @Tar Afd forar mar o1 a1 Sftea & [t 3 wrafay @ wgi gxas Suds §, U
B P fdehed fear Sme |

The timeline and place of return of original movable/immovable property documents
shall be mentioned in the loan sanction letters issued.

IR} fpE T H0 Wipa U H qa a6/3mEd YU gxdTdsy o aTodl Bt S -t 3R
Y BT I BT S|

In order to address the contingent event of demise of the sole borrower or joint
borrowers, DCL shall have a well laid out procedure for return of original
movable/immovable property documents to the legal heirs. Such procedure shall be
displayed on the website of DCL along with other similar policies and procedures for
customer information.

TR IYRGA! a1 Tgad SURSBAl DI G DI HMH T YT o1 J&IfId dxa & g,
SIUA & UM DI STRINAGIRAT 1 Hel del/3fad YUl g o arq] & fofe ue
33t a¥e ¥ Fuilka ufesar grft1 59 O &) ufehan &) Igs SHeR! & faT o gaH
Hifoat 3R ufspareit & Ty SRfed ot deuge R uelRid faar S|

In case of delay in releasing of original movable/immovable property documents or
failing to file charge satisfaction form with relevant registry beyond 30 days after full
repayment/ settlement of loan, DCL shall communicate to the borrower reasons for such
delay. In case where the delay is attributable to the DCL, it shall compensate the borrower
at the rate of 5,000 for each day of delay.

¢ gl Ia/3rad WU gedrdel TR $H3- § &3 it § a1 301 & quf g,/ Aue &
15 30 feAl & a1 Tafid IR H THR TP ®H aifad & # fawa Ygar g, df Siiiua
JYRSGA Bl 39 RE P 190 S HRUN DI LI ¢ T Hal § oIg1 o SRTd &
BRI BT 8, T8 3 & U {3 & I IyRebd I 5,000 S I & J YA |

In case of loss/damage to original movable/immovable property documents, either in
part or in full, DCL shall assist the borrower in obtaining duplicate/certified copies of the
movable/immovable property documents and shall bear the associated costs, in addition
to paying compensation as indicated at clause (ii) above. However, in such cases, an
additional time of 30 days will be available to the DCL to complete this procedure and the
delayed period penalty will be calculated thereafter (i.e., after a total period of 60 days).
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3ad HuRl & gd axardell & gi/&fd & ama o, a1 o $fifie &0 ¥ 31 guf ¥4 9,
SRiiud SYRSAl &1 ga/3ad JuRy axdidel &1 giidbe,/FHIG ufadt U & &
TEIAT B 3R GHTTS! BT YA B & SHATal Jafdd ANl Pl ag- B | gIetifap,
T gl O, ST & 59 Ulhal & O $3A o foT 30 1 &1 sifafvad 997 Iuasy
BT SR fdifad s@afy g8 &t TUMHT 39 a6 &I St @, 60 farl B Ha 3afy &
1S |

g) The compensation provided shall be without prejudice to the rights of a borrower to get
any other compensation as per any applicable law.

UaH fodn T garraer fodt Wl R S & IR fobdil 30 GaTasl bl Ui dhr &
forT IyR®al & USRI & fd Yaiug & fom g

7. Accessibility and Inclusive Customer Service

1. Inclusive Service Commitment

The Company shall provide non-discriminatory and equitable services to all customers,
including persons with disabilities, persons with special needs, senior citizens, and
technologically challenged customers, in line with applicable laws and regulatory guidelines.

Q00000 @R A IR WAed MEedRy & guR, It wwend @ o fedd
deHd & 3R JAF Jarg &, 9d fowam ofe, Ry sRexal a afa, SR
oM iR el & HHVR Hedy A gl

2. Reasonable Assistance

Reasonable assistance shall be provided to such customers, including assisted processes and
additional time, without compromising dignity, privacy, or confidentiality.

T UEHI B I TR, Urgad a1 Mu=iadt I Jasndl ey 5, sifes uiag ok sifafved
JHg Ofed IfId Je™dl UeH &I S|

3. Alternate Service Channels

In cases where customers are unable to access digital channels independently, the Company
shall, wherever feasible, provide assisted or alternate service mechanisms. Customers shall not
be denied services solely due to technological limitations.

9 amal & $em) g ¥ fefoed 97a Ry T8 R uld €, 9gf $ue, oet o dva g,
IS T Jhfis Ifdg Aefae ¢iftl Hend &1 b eaioea et & ®Ru 9dg 3
T H1 Tt fHar S

4. Clear Communication

10
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The Company shall ensure that product features, terms, and obligations are explained in a
clear and understandable manner, including in language understood by them, where
required.

QOD000 g8 el B 6 diede & wi, wd ok Rl Wi ok wHgH Aae ik
J gHEMs O, e TR UeH R S0 999 § 3 el T &7 sWAta it wnfia Bl

5. Grievance Redressal

Complaints relating to accessibility or service difficulties of customers with disabilities or special
needs shall be addressed through the Company’s grievance redressal mechanism.

fawa a1 faRiv edl ard el & TR o afdw A g9 et Rewal 9 Tt
Rremal F st & Rermd Faro 9 & wfe ga@ fFar s

8. GENERAL/ dTHII

a)

b)

d)

The interest rate will be fixed and not on floating basis.
TS & 7T i STt A fob TRAlfer STuR W

DCL will refrain from interference in the affairs of the borrower except for
the purposes provided in the terms and conditions of the loan agreement or
otherwise, unless new information, not earlier disclosed by the borrower, has come to
its notice;

SRATet Bur a1 3T & FTET R Tdf § U fhu U SRR & Srerar YR
F Al H gEdQY B A §1, e dob b T3 SMPBRY, ol SURSBd! gRT Ugd Ube el
HE T, IUP A H TS oS &,

In case of receipt of request from the borrower for transfer of borrower account, the
consent or otherwise i.e., objection of DCL, if any, should be conveyed within 21 days from
the date of receipt of request. Such transfer shall be as per contractual terms entered into
with the borrower and in consonance with statutes, rules, regulations and guidelines as
may be applicable from time to time;

JYREA! GId P R0 & [ SYRSGA! ° SHR1Y U 84 B! (U &, SRfea &1 wgdfa
1 3T el 3TUTR, T IS &), SFRIY U 81 B aRIE & 21 e & iR gfa
ST AR | 0 RE H1 SXITRUT YRSl & 1Y Gol Bt 7Ts YfdGTD Jdl! &b TR 3R
THY-THT R AFLEH a1d S, e, fafamt sik feenfac=n & s =u g

In the matter of recovery of loans, DCL shall resort only to remedies which are legally and

legitimately available to it and will not resort to undue harassment viz. persistently
bothering the borrowers at odd hours, use of muscle power for recovery of loans etc.;

11
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g)

h)

k)

Bl Bt agch & A H, SR Fad 37 U BT TERT AT S ST 3R A4 T
3T forT Iudsy § MR Srfad IS &1 WeRT gt ol oI fob faww ©el & SuRavaraft
1 TIIAR TR BT, 01 DI agell & T sTgarer o1 IUNT 3fe;

DCL shall ensure that its staff is adequately trained to deal with the borrowers (including
physically/ visually challenged borrowers) in an appropriate manner;

Siiua g8 IR 3 fF 3% HHeial & SuRGdel @RIRE g3 / =P aiftrd
gwﬁﬁ%%mnﬁaﬂ%@wmﬁ%ﬁmﬁwﬁuﬁf&aﬁmw

DCL shall not charge foreclosure charges/ pre-payment penalties;

SRt BRIqOR dTol/M-0Hc et Tl o,

The FPC in vernacular language shall be displayed by DCL in its office, branch premises
and on its website;

R 4TS H THURT &1 SRS gRT 307 Saiad, TRAT URER # 3R 396! d9d8e IR
UeiRid foar se:

A statement shall be made in vernacular language and displayed by company in their
premises and in loan cards articulating their commitment to transparency and fair
lending practices;

U URSRIAT 3R I IYR wUr3t & ufd ufdeg & 9UT 3 uRIWR 3R & &rs H
YT HIST H I8 999 UeRid B

Field staff shall be trained to make necessary enquiries with regard to existing debt of the
borrowers and income of borrowers;

JYRGAT3N & HIS[GT HBUT 3R 3T & Gaie T IH IHdTS HRA & (a4 HIcS WKIH B
gfRrf&rd fbam S

Training offered to the borrowers shall be free of cost. Field staff shall be trained to offer
such training and also make the borrowers fully aware of the procedure and systems
related to loan / other products;

IYREGATSA Bl [GTT ST a1 U1 FAIed BN Wics TIH DI 51 ARG B WIRIE0T B
U6 A & o ufifera foram Smaem oiR IyReatsl & HT / 30 Idme! ¥ e
Uferar 3R omferal I I ave o Sravd HRAT SIa;

The minimum, maximum and average interest rates charged on microfinance loans along
with grievance Redressal system set up by DCL shall be displayed in all offices, in the
literature (information booklets/ pamphlets) issued by the company and details on its
website.

12
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D

p)

ARHIHRAT BN TR THIRG FAdH, HIHIT SR S d STl aX & T ST gRI
R1Ud Rierd Faror gomelt o @t sl o, $Ut gRT ORI Wi (@
JRITE/AThde) 3R SU! dewrge W faavor # wefRia & s

A declaration that DCL will be accountable for preventing inappropriate staff behavior
and timely grievance Redressal shall be made in the loan agreement or otherwise and also
in the FPC displayed in its office /branch premises;

SRAT HHaAl & SfId TagR &I Adh- AR T W R Farur & e saees
BT 3R SHb! TINuT B0T JHS | TT 30T 3R 3107 Hraferd / IRaT URIR H Ueiig
TR # oft foar s

The KYC Guidelines of RBI shall be complied with. Due diligence shall be carried out to
ensure the repayment capacity of the borrowers;

YRTT Rod dF & warga fe=nfa=i &1 sruTeH fhar STem | IYRSGAtst Bt il
&A1 GATYT DA & fore Ifrd Fraer st s

As per the applicable provisions of the RBI on NBFC-MFIs, all sanctions and disbursement
of loans should be done only at a central location (head office) and more than one
individual should be involved in this function. In addition, there should be close
supervision of the disbursement function;

TS TUHHT-THUH 3SR SRS & AN UTaeMl & AR, B0 & g Wiefaat sik
TR pad T ST WM (VYT Hrafer) TR a1 ST =1t 3R 59 &Rl & T o
3if¥rep afa TN 89 T1RT | S9& 3ITdT, FfGaRU GHRIE BT Bl W& g 8T

Adequate steps may be taken to ensure that the procedure for application of loan is not
cumbersome and loan disbursements are done as per pre-determined time structure.

T gfEd o537 & for yaf sen 3318 ST {6 01 & 3i1de &t uidhar sifsrd A 8 3R
U1 ARl gd FeiRa Iug IaH1 & SR faar sy

The Company has a Board approved Interest Rate Policy which governs the methodology
behind the rate of interest charged from the borrowers as well as approach for gradation
of risks and rationale for charging different rate of interest to different categories of
borrowers. The Policy shall be made available on the website of the Company.

HUH & U TH s SgHIfed saTet &R Hifd § off SURGatst I HIia st aR & Uie
Pt HTAYUIE P JIY-J1Y SRFH & I b VDIV 3R IYRSBAT3N Bt fAfdeT for &
foTT SeT- 3@ =TS &R aEH & SHifcd & Fifd SRt 81 uifend doeit &t daege R
IS HRTS ST

9. RESPONSIBILITY OF BOARD OF DIRECTORS/ f1®I® Hed @t formeRt

The Board of Directors of DCL shall also lay down the appropriate grievance redressal
mechanism within the organization. Such a mechanism shall ensure that all disputes arising
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10.

out of the decisions of lending institution’s functionaries are heard and disposed of at least at
the next higher level.

SRftea &1 e Hea IR Riera fFarur dF o FRuilka &0 39 Re & 37 9 T8
gfAfa grm for 01 &7 aTelt ST & UeIiemTial o ol & Iad g are aht faare! & &y
I HY AT I WR W AT 3R Fuerr S|

The Board of Directors of DCL shall periodically review the compliance of the Fair Practices
Code and the functioning of the Grievances Redressal Committee/ Ombudsman committee. A
consolidated report of such reviews shall be submitted to the Board at regular intervals, as
may be prescribed by it.

SRiied & Fexe ded THg-vH R 3fad agR Jfedt & srgurad 3R Risrad Aaro
Iff/dimura IAf & SrewT B THter S| T wenst @) te Tafdd Ruid 9 &I
Fafird sfaRTer IR vRga ot s, S o fReifa fear mar ey |

GRIEVANCE REDRESSAL MECHANISM/ OMBUDSMAN COMMITTEE; RI&mid

FrarRur da/aieura affa

An Ombudsman Committee comprising is constituted to resolve all disputes involving loan
sanction, disbursement, recovery, foreclosure, closure, repayment, interest charged, etc.. The
Committee shall ensure that all disputes arising out of the decisions of lending institutions’
functionaries are heard and disposed of as earliest.

BT Wi, WA, T, BREAOR, FAoR, T, THRT Sare 31fe § Iafird it faare)
DI TA B & (o0 U AIpuTe TAfd &1 184 fovan Tam g | Ififa a8 gRfyd st fs sor aaht
Tru13ff & UGl & fAufal & I g ara @t faare) ot gars |1 $iR 39T gureity e
[CRAREIY

DCL will display at its branches or places where business is transacted the name and contact
details of the Nodal Officer who can be approached for resolution of complaints received from
the borrowers.

SHTE ST Trarett a1 39 Wl R Wg A9ar o 911 8, ed YRt &1 A1 iR
Tuds faavur uelRia s, R Ut & e Remdal & g y™ & fau dud fear st
bl g

DCL will also display at its branches or places where business is transacted the contact details
of the Regional Office of Department of Non-Banking Supervision of the Reserve Bank of India,
under whose jurisdiction the registered office of DCL falls, which can be approached if the
complaint / dispute is not redressed within a period of one month by the ombudsman
committee/ Grievances Redressal Committee of DCL.

SHtTa St =TSl a1 RIFT R YR Rofd db & TR-Sfd 1 qefaerur faum & asta srafaa
&1 Yudh faarur of vefRia Ham, fore fieR & & SRflta &1 usligd srifag o §,
R ERfita @t Aepura affa/Reerd Faro afify grT te 78R & saf & Hfid”
RrepTad/faare &1 AR 78t 81 R Juds fovar S g&ar g1
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11

12.

The Company has put in place a Client Grievance Redressal Mechanism which is in line with
the Reserve Bank- Integrated Ombudsman Scheme, 2021.

SO A U UTeeh RIprad Faro 7 Rifud faar g St e d- Teidd areurd arer],
2021 % 3FIFU I

Note: Terms of Reference of Ombudsman Committee is separately prescribed.

Fie: dleurad AR & Rarrd Ryg s & Ry &

. LANGUAGE AND MODE OF COMMUNICATING FAIR PRACTICE CODE/ 3fzrd@

AT HiIs Pl AU B4 I U 3R HiS

Fair Practices Code (which shall preferably be in the vernacular language or a language as
understood by the borrower) based on the guidelines outlined hereinabove shall be put in
place by DCL with the approval of its Board of Directors. The same shall be put up on its
website, for the information of various stakeholders.

IR Ifcad feanfcet & smuR W Ifud agR dfiedr @ ifmmd: =gy a1
SYRSGAT GRT TS ST aTelt HTST H GRT) ST §RT 39+ =1 Hed & 3HIGH ¥ a1
P! ST | 39 fAfNH fRAUR®! & SHeR & ol SIud & de9Tse R STl SE |

REGULATION OF EXCESSIVE INTEREST CHARGED BY NBFCS/ UHEIUGHI §RRI

T 91 919 S s @ fafaea

The Board of DCL shall adopt an interest rate model taking into account relevant factors such
as cost of funds, margin and risk premium and determine the rate of interest to be charged
for loans and advances. The rate of interest and the approach for gradations of risk and
rationale for charging different rate of interest to different categories of borrowers shall be
disclosed to the borrower or customer in the application form and communicated explicitly
in the sanction letter.

SR &1 a1 PR &t amTd, Ao SR SR hitraw S URifies dRa! &1 e § Tad
B0 U 1S & Hied U 3R U1 3R R & o gl & I arelt e &R &
R HXT | S TR SR SNRAW & ITTT F DD 3R IyRSBarst Bt fafta Aford &
foTT S1ET- 3T TS &R I & AT Bl 3fde U | SURSGA! 1 AEH Dl Udbe fobal
ST SR Wipfa v # Wy 0 I Yy fear S|

The rates of interest and the approach for gradation of risks shall also be made available on
the website of the Company or published in the relevant newspapers. The information
published on the website or otherwise published shall be updated whenever there is a change
in the rates of interest.

TS P g3 3R SIRAAT & IR0 & e =Ppivr off HU- B JeaEe W IUTH BT
ST 7 H&fd FHER UAt & Yh1iRid fbar S| o Yt sat &F § IS uRad- giar g ol
JHTSC TR YhTRI IT 30T FhTIRId THBRI DI SUSC fobaT STem|
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13.

14.

The rate of interest must be annualised rate so that the borrower is aware of the exact rates
that would be charged to the account.

TS B &R I &2 Bt TIRT difds IYRS! bl WId H THIRG Pt S aTel It =i b
SR A yar gl

COMPLAINTS ABOUT EXCESSIVE INTEREST CHARGED BY NBFCS/ UASIUGH!

ERT 3(ATUS TS ad o1 & IR | Rrerad

The Reserve Bank has been receiving several complaints regarding levying of excessive
interest and charges on certain loans and advances by NBFC. Though interest rates are not
regulated by the Reserve Bank, rates of interest beyond a certain level may be seen to be
excessive and can neither be sustainable nor be conforming to normal financial practice.

RO RoTd § &) TIdumdt gRT wfaug Hor iR A iR 3rafdies sarel 3R UHR T
WM & ey # 3 Rrerd urd 81 Q) 1 g9t s o3 &1 Red 9o gR1 fafafi et
foraT ST 8, Uep Ffd TR 3iftres saret =i 1 e ¢t off ahdl § SR A d fedras
o § 3R 7 8 Gy fadiiy agR & 3 8! gl 7

DCL shall lay out appropriate internal principles and procedures in determining interest rates
and processing and other charges. In this regard, the guidelines indicated in the Fair Practices
Code about transparency in respect of terms and conditions of the loans are to be kept in view.

SN STl =1 3R TR 3R 37 Yeoh! I Auid w1 & Ifra sifaie Rigial ¢k
ufsparal &Y Fuia Hwm| 59 Iy J, Hoi & Fee 3R xdl & oy § URSWar & §R H
Ifd soaeR wfgar & e e faun- A @ e & ar S R |

DISCLOSURES IN LOAN AGREEMENT / LOAN CARD/ @9 ufidc/ed &18 A
A1

a) DCL will have board approved standard format of loan agreement or otherwise. The loan
agreement or otherwise shall preferably be in vernacular language;

ST & T BT GHSIA AT AT & drs AT HTHd YRy 8T | 50T JHSiar a1
ST ST R YIS F I,

b) Inloan agreement or otherwise following shall be disclosed:

U1 qEEG A1 ST & fafaRad o1 gar fasan Se:

> All the terms and conditions of the loan;
Bu & gyt e ik o,

» That the pricing of the loan involves only three components viz; the interest charge,
the processing charge and the insurance premium (which includes the administrative
charges in respect thereof);

16
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HU & g FuRor § Fad i ges WA §; e TR, TR Yo 3R T
Wt (e 39 Jdy # RIS Yoob A 6);
» That there will be no penalty charged on delayed payment;
fIead YT IR SIS AT 81 Il SITE,
» That no Security Deposit / Margin is being collected from the borrower;
SURGA! Y Pls Ufayfa ST/ Tea Ta fasar o W@ &

» That the borrower cannot be a member of more than one SHG / JLG;

QYRS U ¥ 3ifId THTASH / SUersl T Hawd To! o 6l o;

» The moratorium period between the grant of the loan and the due date of the
repayment of the first instalment (as guided by the NBFC-MFIs (Reserve Bank)
Directions, 2011 and amendments thereafter);

B UM HRA SR Tgal fooed & TAYTaE &1 fad fafy & a9 st e@fy
(TR THUH ST (Vod §o) 3w, 2011 3R I a1e IeA! gRT FAER);

» An assurance that the privacy of borrower data will be respected.
TH MY [ SURGAT Sl B MU BT T foar STe|

c) The loan card should reflect the following details as specified in the Non-Banking
Financial Company - Reserve Bank of India (Regulatory Framework for Microfinance
Loans) Directions, 2022 and amendments thereafter:

BU BT Pl TR-ofehT foxiia Hu - YRdTg oid dF (e foa B0 & forg e afem)
fAcwr 2022 3R ITF a1 geAl H Py Fufefad faazon @ ufafsfad s @nfte:

» Information which adequately identifies the borrower;

T Y1 ot SYRSd! ! T U § UgdH HR1 81 ;

» Simplified factsheet on pricing which includes effective rate of interest charged;
T fuRo iR RifRafthus Hhaexiie o qurd soe R Wia 8

> All other terms and conditions attached to the loan;

HU Y IS 37 Tt o 3R 2

» Acknowledgements by the Company of all repayments including instalments received
and the final discharge; and;

T foedt 3R sifaw fde afed Tt g &1 Hu=it gRy Wi fa: 8iR;

» Details of the grievance redressal system, including the name and contact number of
the nodal officer of the Company

U B Ted AUBRT & T 3R U deR Ifed Riprad g youmedt &1 faa=on
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d) Non-credit products issued shall be with full consent of the borrowers and fee structure

shall be communicated in the loan card itself;

R} fh T TR-HSe IdTe IyRSGatsht &1 quf Tgafa & T g1 3R Yeb WRaT Bl
U HIS | 51 Jrad foan S,

e) All entries in the Loan Card should be in the vernacular language.

BU Hre § Wt ufafdat R v d gt @nigul

15. NON-COERCIVE METHODS OF RECOVERY/ Gg¢l & TR-TaRewdl & ditd

As specified in the NBFC-MFIs (Reserve Bank) Directions, 2011 and amendments made
thereafter, recovery should normally be made only at a central designated place. Field staff
shall be allowed to make recovery at the place of residence or work of the borrower only if
borrower fails to appear at central designated place on two or more successive occasions.

TeITm - THUm ST (Roid §) few, 2011 3R 3@ &1e e My g<ie § fafey &
TR, T WHFd Had U B ANHd R IR S AT AU | HIes WIh Bl SURGAl
& a9 =T 71 1 AT R I B3 D1 AN bad aHt f Sl S YRSl TR
& 7 SHfH SR R Heig Gy RIF W Iufyd g1 # fawa |l g

DCL or its agent shall not engage in any harsh methods towards recovery. Without limiting
the general application of the foregoing, following practices shall be deemed as harsh:

ST a1 ITF Toic ayan & forg el off R aiew! & Faw 61 gt | gt & I
YT 1 W fb fomT, RafeRad wreli o HER HHET STE:

1.

iii.

iv.

Use of threatening or abusive language.

TP T 3THE HTNT BT TINT|

Persistently calling the borrower and/ or calling the borrower before 9:00 a.m. and after
6:00 p.m.

IYREAT B! TAR BId HRAT 3R / AT SURBA Bl YI§ 9:00 §91 W U 3R U 6:00
ol & TG DI BT

Harassing relatives, friends, or co-workers of the borrower.

YRS & NRAGRY, SRl a1 Ggeh Al Bl TR B
Publishing the name of borrowers.

JYURBATA P TH YBTRIT BT

Use or threat of use of violence or other similar means to harm the borrower or
borrower’s family/ assets/ reputation.

IYRGd! T SYRBA! &b UNRAR / HUT / UIIST o1 JH Uga™ o fore i a1 3t @Re
P 3= I BT ITANT AT YHB] T
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vi.  Misleading the borrower about the extent of the debt or the consequences of non-
repayment.

IYREA! B! BN B YT T T T B & URUMH & IR H RIS HAT

The Company shall make endeavour to identify repayment difficulties and shall provide
necessary guidance about the recourse available.

SO TAITA HSATSH! B UgaH HR- BT VA BT SR IuA TIeH & aR H HTa=adh
Arfes veH S|

16. ENGAGEMENT OF RECOVERY AGENTS/ GJ¢ll Usiel @t fgfa

The company if engages any recovery agents, it shall adhere to the guidelines as presecribed
in the Master Direction- Reserve Bank of India (Regulatory Framework for Microfinance Loans)
Directions, 2022 (as amended from time to time) issued by Reserve Bank of India

STRGH- RTd S 31T ST ([RPIBIRT aF & o Waed! ThHadh) SRR, 2022 (FHT-
AT R SN & §amg T4 fe=nfE= &1 are &1 gl

16. CUSTOMER COMMUNICATION GUIDELINES

a) Treat the customer with dignity. During all conversations — communication (whether over
telephone / in writing / during visits), professionalism and transparency should be displayed
and the employee should noft treat it as personal.

e & 1Y T ¥ U MY | JHt S1aeid - FRABYE (@R CAmH R e/ fafaa A8/ gamea
F TR 8Y), ¥ MhHfered 3R IReRiar et =@mfeu 8k HHar) & 39 i 7! 99T a1feu|

b) Preferably use the language which the customer is comfortable in.
Bl g dl I YW BT A B fSH Uigd deel Hegy HRal gl

c) Strictly avoid use of tough/aggressive/threatening/abusive language, either verbal or in
writing. Care should be taken to strictly avoid threatening/harassing the customer.

W/ SIS/ YHBT W /TME-TTa arel W &1 SaHTd fSepd 9 &, I8 Slddx & al
frEHR | FEW DI YADT 7 T WM A F Fa9 HT N &H Q|

d) In case any customer resorts to abusive or threatening tactics, the employee should leave
the customer premises/politely disconnect the call and promptly inform the name of such
customer to the Company.

AR D3 HEA TMAI-TCNS I YHBI S aTell ebd Bl &, dl HHIR! B HEAR Bl o8 I
?@WW%Q/W@WWWW@TW@WWWM@W
|

e) Employee should not promise or commit any type of written communication on behalf of
the Company.
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HHART BT HUA BI R F foedl off R @1 fARGd arar a1 pi¥edc F6T B =AMLY

g) Employee should not mislead the customer on the action proposed and consequences
thereof.

HHIR] P! UAIAd PRATg 3R Ib URUMT & IR § Ugd Bl TRIE Tal S AT

h) Employee should not mislead the customer about their true business or organization name,
or falsely represent orimply that he/she is an attorney, government official, officer of any Court,
Police Station, efc.

HHIRT BT ACH DI O A S99 a7 ISR & A1 & IR B RIE ol S AN,
g Tad RNb ¥ g8 T fewr @it a1 SR T HR Afte & 9w deia, W SiieRl,
Pt ®, IR w3\ TR @1 e B

i) Without prior permission from the Company, employee should not make any promise or
commitment to any customer on behalf of the Company.

HUAT B UBA A Solvid faw fo T, B W HHERT FUt Bt iR T fed W uee ¥ Pig arar
7 HffeHe T8l BT

17. CONTENT ON THE WEBSITE/ d§9IS¢ U= |

Appropriate disclosure regarding this Policy shall be made on the Company website at
https://www.digamberfinance.com/code.ph

g Afd & SR O IRd UBAERU  HUA P dEgRe W
https://www.digamberfinance.com/code.php f&aT & I |

The information published in the website shall be updated whenever there is a change in the
policy.

od Yt Hifa & BI5 uRad= gia1 8 O J59TSe & UBIRIT BRI Dl 3USe fhar e |

18. RESPONSIBILITIES FOR OUTSOURCED ACTIVITIES/ TSI fafaferat & forg

forarfyai

The Company shall be accountable for inappropriate behaviour by its employees or
employees of the outsourced agency and shall provide timely grievance redressal. This
declaration shall be made in the loan agreement or otherwise and also in the FPC displayed
in the Company’s office/ branch premises/ website.

HU 3T HHATRT T MITHIY ToldT o HHATRAT GRT 3ffad STIgR & forg STaraee grft
3R I R Rrerad FaRu UeH St I8 9ivon B0 IHsd a1 3T § 3R HUHt &
BT / ARG URER / dgd15e A UeiRid TwuRft # ot & Sraei|
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