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In adherence to Fair Practices of Code of Veritas, all Customers (including Customers who are late in making their
payments or have defaulted in their payment schedule) must be treated with respect, dignity, courtesy, and fairnessin
debt collection efforts. We believe that thisis not only the right thing to do, but also the most effective.

303057 F0&H3 03> ;03,0023 WRVIZTHAYT WTFFN, DL M,BTTI, (I FBNYTY IBIN INBOS VP VS0 HoB3
3000 BRYR ﬁ%@da&z{ 3:?3)2:&3 MBI 3¢DF0Z) F® [P @O&)%ﬁq}q noss, FI3, ,u—’az:»ags 030, mﬁodoo&nSmﬁ

ad%&a%wcﬁo. ben mm@d(&&m@ WOC IDINT FOT BRIV, 293?503 BOFORBOTIO APO® DOTD aiozi’)docd.

Factors / eo3niey Do’s / 3nBWes8rY Don’ts / 358w s
Face of the Organization — Your| You should be Groomed well, ensure clean and | Avoid ChappalsorSandals.
Appearance and Dress Code. tidy formal dresses only . BBO® 950 70, 0B° FORB) BRI
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Voice of the Organization - Your| 1. Always greet the customer and introduce Do not gettough or aggressive or abusive.
speech/language yours_elf with an identity .card. if you are Do not lose cool, get angry or irritated
303030 BN N - AR BN/ oA meeting a customer for the first time. irrespective of reason.
2. Addressthe customerformally. Do not raise your voice or pitch.
3. Toneshouldbesincereand polite. Should not get personal.
4. Decencyanddecorum to be maintained. Do not use abusive language or language not
5. Useonlylanguage known to the customer. known to customer.
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Carry withyou 1. Identity Card.
3ot sy 90 2. Notepad for writing the information
gathered.
3. ReceiptBook.
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Morals and ethics whenyoudealwith | 1. Be fair and ethical in your dealings with Do not indulge in personal dealings,
the customer. customers. chitchats with customers.
Dexdy M,BFBRODN J@BOF0@eN | 2. Persuade the customer for collections and Do not enter the house without permission.
360(653 =030 @353 show courtesy and treat them fairly. Do not speak to the women customers when
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Information and Confidentiality 1. Present only the customer information Unauthorized information written or verbal
B0k SR, T3 required inan orderly fashion. cannot be divulged to any customer / any
2. Carry a copy of MITC and keep the customer other person.
informed of all charges including interest No information about one customer to be
rate. shared with other customers.




3. Keep records of interactions with the
customer.
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Process Product Discipline
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1. Perform your role within the framework of
the instructions issued to you in terms of
process manuals and specifics of collection
procedure based on the product.

2. Explain the MITC along with interest rate,
chargesand fees.
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Do not promise the customer which is not
specified in the product note or MITC.
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Maximize Effectiveness
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Collection managers will strive to maximize the
effectiveness of the visits by pre-visit
preparation and result orientation in order to
improve results.
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No customer information to be revealed to any
external organization unless previously
informed by the customer in the disclosure
agreement and is being authorized by the
customer.
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Privacy Promise
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Understand customer’s data is a confidential
information and privacy of the same to kept.
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Do not use or share internally or externally
personally identifiable information without
customer consent.
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Customer Visittimings

Not before:08.00 AM

Not after : 07.00PM
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Do not visit the customer after or before the
timing stipulated unless you are requested by
the customerto doso.
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Customer Declines to pay
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If the customer declines to pay explain him/her
with

1. Impactoncredit history, CIBILetc.,

2. Possibleinclusionin negative list

3. Possiblelegal actionanditsimpact.
4

Cost of defending legal action if such actionis
contemplated.
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1. Do not threaten to take extra judicial action
(e.g., physical threat or any unlawful action)

2. Do not expropriate, seize or confiscate
and/or dispose of customer assets when no
suchright exists;

3. Do not accept even if the customer willingly
provides any movable assets for his dues.
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Visit to Customer place
Mo,BTT 3T, 25ets

Normal timings

Not Before : 08.00 AM

Not After : 07.00PM
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Not to visit customer’s residence if the customer;
1. Expressly forbidsin writing such visits.

2. Hassuffered a bereavement, or a customer’s
family memberis gravelyill.

3. Socialengagementisin progress.
If legal action is initiated except for the
phone calls.
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Precautions
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1. Respect personal space —maintain adequate
distance.

2. Respect the customer’s privacy — do not
embarrass the customer in the presence of
his/her neighbors;
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1. Do not talk to a customer when he/she is
undertheinfluence of alcohol.

2. Not to restrict the customer’s movement or
restrain him/her from entering or leaving the
house/room.

3. If the customer is not present and only
minors/elderly / infirm or only ladies are
present at the time of the visit, end the visit
with arequest that the customerto call back.

4. He /She should not enter the house unless
invited.

5. He/she should not wait for the customer in
the customer’s residence unless specifically
asked to doso by the customer or family.
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Giftsor bribes
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If a customer offers the collection manager
a bribe or inducement of any kind, must report
the offer to his/her BM/management
immediately.
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Do not accept any form of inducement/gifts of
any kind from any of the customers.
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Number of calls
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1. The purpose of a collection call is to bring to
the customer’s notice the obligation to pay
and to seek a commitment to pay on a
specified date. Once a promise is elicited, a
call may be made to serve as a reminder and
for confirmation of payment.

Excessive number of calls or calls closely
bunched together in the same day may be
construed to be harassment.
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2. In the event a commitment is not
forthcoming or has been broken, calls may
be made at reasonable frequency.

3. Calls are also normally limited to 8 am
to7pm.
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Type of visit
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Collection Managers should individually visit
customers by himself/herself only. However,
he/she can be accompanied by the BM/SM for
any assistance in handling the customer account.
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Visits should not be donein group.
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Non-Cooperative customer
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1. Be firm and polite in explaining the
consequences.

2. If the customer tries to assault physically,
leave the place immediately.

3. Under the guidance of BM / Legal team
approach the necessary police station for
reporting any untoward incident
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Do not continue the call if the customer abuses
the Collection manager continuously, inform the
customer and the call may be disconnected.
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Receipts 1. Issue mobile receipts to the customer | 1. Do not issue receipts for promise to pay in
S2eDRYS immediately on his payment. future.
1. Mo®T0 [T IZeacde 3w BAeRNWUY | 2. Do not use your money to honour the
Qed. promise of the customer, which necessitates
disciplinary action.
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Cash Hand over the cash in branch office by EOD of the | Do not carry cash toyour residence.
Faln Y] collections if cash is collected after banking

hours.
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Notices/letters/complaints
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Always handover any letter /notice / complaints
received by you to the respective legal team with
a copy to HO-Legal for replying suitably on such
cases.
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Do not keep the any written request at your
end without informing HO — Legal

Do not visit such a customer until you get
confirmation fromyour legal team.
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Police Complaints/Lok Adalat
complaints
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Always inform any nature of police complaints to
your respective legal team in your area as well
the State legal heads/HO — Legal for their Advice
and action.
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Do not handle the complaint on your own
without informing/advice of Legal team and
HO Legal.

Do not visit such a customer until you get
confirmation fromyour legal team.
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Personal Safety
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Always wear Helmet.

2. Inform the concerned branch officials if you
areamidstanyissues.

3. Always carrydrivinglicense

Always keep your vehicles insurance
updated and handy.
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Do not drink and smoke during office hours.
Do not take the customer in your vehicle for
any purpose.
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Please be advised that failure to comply will result in disciplinary action.

| have read and understood the collection morals of the organization and | will abide by the rules and regulations
stipulated from time to time issued by the organization.
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Name of the Employee
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Signature of the Employee
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