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A. INTRODUCTION

Destiny Finco Private Limited (hereinafter
referred to as DFPL) is a Private Limited
Company incorporated under the provisions
of the Companies Act, 1956 and a base layer
non-deposit taking Non-Banking Financial
Company classified as NBFC-MFI registered
with the Reserve Bank of India vide
registration no. 05.01763.

The Board of Directors of DFPL shall adhere to
the following guidelines on Fair Practices Code
applicable in all dealings with the customers of
the Company as required in terms of Reserve
Bank of India Notification RBI/DOR/2021-
22/89 DoR.FIN.REC.95/03.10.038/2021-22
dated 16/03/2022 and Master Direction —
Reserve Bank of India (Non-Banking Financial
Company — Scale Based Regulation)
Directions, 2023 dated 19 October 2023 and
amendments made therein from time to time.
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B. APPLICATIONS FOR LOANS AND THEIR
PROCESSING

(a) DFPL’s official language for all
communications within the Company or
with third parties shall be English.

(b) There shall be a standard form of loan
agreement for microfinance loans in in
English or in local vernacular language/the
language as understood and confirmed by
the borrower.

(c) All communications to the borrower shall be
in English or in local vernacular language/the
language as understood and confirmed by
the borrower. All entries in the loan card
should be in English or in local vernacular
language/the language as understood and
confirmed by the borrower.

(d) DFPL will seek confirmation from the
prospective borrower whether he/she is
comfortable in English or vernacular.

(e) Loan application will include the pieces of
information which affects the interest of the
borrower, thereby, enabling her/him a
meaningful comparison with the terms and
conditions offered by other NBFCs / NBFC-
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MFls. This will help him make informed
decision.

(f) The documents required to be submitted
with the loan application including KYC
documents will be informed to the borrower
separately.

(g) Applications complete in all respects would
be processed within a reasonable time
frame and an acknowledgement for receipt
of the same will be provided to the
prospective borrower. The loan applications
will be disposed of within a period of 60
days.

(h) Branch official shall ensure —

1. No borrower can be a member of
more than one SHG/ILG, and

2. Privacy of the borrower will kept in
Strict Confidence.

(i) DFPL provide a loan card to the borrower
which shall incorporate the following:

1. Information which adequately
identifies the borrower;

2. Simplified factsheet on pricing;

3. All other terms and conditions
attached to the loan;

4. Acknowledgements by the DFPL of

all repayments including
instalments received and the final
discharge;

5. Details of the grievance redressal
system, including the name and
contact number of the nodal officer
of the DFPL; and

6. The details Grievance Redressal
Officer.

(j)  Issuance of non-credit products shall be with
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(a) DFPL shall convey in writing to the

incumbent borrower in English or
vernacular, the fate of the loan application
by means of sanction letter or otherwise. 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,
processing fee (with or without taxes),
insurance premium and others.

(b) The acceptance of the terms and conditions
communicated by the borrower shall be
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persevered by DFPL on its record and copy
of same shall be provided the borrower
upon its request.

(c) DFPL shall mention in bold in the loan
sanction letter and loan agreement that ‘NO
Penal Interest/Charges shall be charged for
delayed payment of instalments’ and ‘NO
Security Deposit against the loan shall be
accepted’.
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D. DISBURSEMENT OF LOANS INCLUDING
CHANGES IN TERMS AND CONDITIONS

(a) DFPL shall give notice to the borrower in
English or in vernacular language / the
language as understood by the borrower, of
any change in the terms and conditions
including disbursement schedule, interest
rates, service charges, prepayment charges
etc. Changes in interest rates and charges
shall be effected prospectively and a
suitable condition in this regard shall be
incorporated in the loan agreement.

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

(c) DFPL shall release all securities on
repayment of all dues or on realization of
the outstanding amount of loan subject to
any legitimate right or lien for any other
claim DFPL may have against borrower. If
such right of set off is to be exercised, the
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E. RECOVERY OF LOANS 8. AT ARFFA

(a) Recovery shall be made at a designated/
central designated place decided mutually
by the borrower and the DFPL. However,
field staff shall be allowed to make recovery
at the place of residence or work of the
borrower if the borrower fails to appear at
the designated/ central designated place on
two or more successive occasions.

(b) DFPL or its field staff or authorized 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:

1. Use of threatening or abusive
language;
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2. Persistently calling the borrower
and/ or calling the borrower before
9:00 a.m. and after 6:00 p.m.;

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

4. Publishing the name of borrowers;

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

6. Misleading the borrower about the
extent of the debt or the
consequences of non-repayment.

(c) DFPL shall not appoint any recovery agent
till further revision of board approved FPCin
this regard.
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F. TRAINING OF STAFF

(a) Training to employees shall include
programs to inculcate  appropriate
behaviours towards customers. Conduct of
employees towards customers shall also be
incorporated  appropriately in  their
compensation matrix.

(b) Field staff shall be trained to make
necessary enquiries regarding the income
and existing debt of the household.

(c) Training, if any, offered by DFPL to the
borrowers shall be free of cost.
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G. GENERAL

(a) DFPL will refrain from interference in the
affairs of the borrower except for the
purposes provided in the terms and
conditions of the loan agreement, unless
new information, not earlier disclosed by
the borrower, has come to its notice.

(b) In case of receipt of request from the
borrower for transfer of borrowal account,
the consent or otherwise i.e. objection of
DFPL, 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.

(c) Inthe matter of recovery of loans, DFPL 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, rude
behaviour etc.
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(d) DFPL shall ensure that the staffs are
adequately trained to deal with the
customers in an appropriate manner.
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H. GRIEVANCE REDRESSAL MECHANISM

The Company shall authorize any person to
act as Grievance Redressal Officer (GRO)- to
resolve disputes arising, if any, in this
regard. GRO will acknowledge the letter of
the aggrieved member within 7 days from
the date of its receipt by any preferable
mode. GRO will ensure appropriate steps,
with human touch to redressed the
grievance with utmost care and judiciously
within a period not exceeding 30 days from
the date of receipt of the complaint. The
particulars of GRO shall be displayed in all
Branches and other places of business of the
company in vernacular.
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I. PERIODIC REVIEW

The Board of Directors of DFPL shall
periodically review the compliance of the
Fair Practices Code and the functioning of
the Grievances Redressal Cell. A
consolidated report of such reviews may be
submitted to the Board at regular intervals,
as may be prescribed by it.
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J. Pursuant above-mentioned notifications of
Reserve Bank of India in respect of regulation of
excessive interest charged by NBFCs, DFPL has
adopted an Interest Rate Policy taking into account
relevant factors such as cost of funds, margin and
risk premium, etc. to determine the rate of interest
to be charged on loans and advances. These will be
publicized.
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K. This Fair Practise Code shall also be written in <B. QE‘WW CQSTE%ZTQWG <141
Bangla and shall be available in all offices of the | =g (¢ (FPNNT IS WPFT G92
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L. This Fair Practices Code has been adopted by . .51'3: (I ‘Zﬂﬁ?ﬁﬂ' C?IG% 30 ﬂT&
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shall come into force with immediate effect.
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