, VERITAS

FINANCE
COLLECTION MORALS OF VERITAS / Qeuflmev fimeuengSler epss alflsaflar Cgm@li)

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 fairness in debt collection efforts. We
believe that thisis not only the right thing to do, but also the most effective.
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Factors / (p&dlw efeurmiser Do’s / Qawiw Geuevoriquiemeu Don’ts / QewiwisanL_Tgeneu
Face of the Organization — Your You should be Groomed well, ensure clean and Avoid Chappals or Sandals.
Appearance and Dress Code. tidy formal dresses only . STETIET QEHUILSET SRS STERTL A6
BLog Blmeuarsdlen e wimemd - | Briger peng Frmer GHrHnSEIL 6, Curenpelpens sediéEsalb.
2 hig6T CHTHMD HMILD 2 el SMUGHDWINTET, (LPEDHUITET 2 L6 lanflbg)

Qarem(® @@Ll Wse b jeudlwib.

Voice of the Organization - Your 1. Always greet the customer and introduce 1. Do not get tough or aggressive or abusive.
speech/language yourself with an identity card if you are

pLog) Hnaiasdern @ meeting a customer for the first time.

Do not lose cool, get angry or irritated
irrespective of reason.

o migerg Gugs/ Qo 2. Address the customer formally. 3. Do not raise your voice or pitch.

3. Tone should be sincere and polite. 4. Should not get personal.

4. Decency and decorum to be maintained. Do not use abusive language or language not

5. Use only language known to the customer. known to customer.
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5. aumgsenswnar(hs@s 0sfbs Cwmdude QUM SEMSWTAT(HEGS Csfwurs
w HCw Cugab. QumlerwGur weru(hds CouetrLmb.
Carry with you 1. Identity Card.
2 BIGERL6T T(HSSE Ferev 2. Notepad for writing the information
Ceudiiy Liana gathered.
Receipt Book.
2 _MBIGET DL WITET L_EHL_.
2. Busdr Cosfllss efeurmsamen
G@MUCL®OSgQamaTar ¢ Sm Crm_(H
LSS5LD.
3. 188 Usss.
Morals and ethics when you deal 1. Be fair and ethical in your dealings with 1. Do notindulge in personal dealings,
with the customer. customers. chitchats with customers.
QUM SensTaTeny FhdleHEnbEUng, 2. Persuade the customer for collections and 2. Do not enter the house without permission.
Aeibm CeuaTiq L 6p(Lp&HEHEIGET show courtesy and treat them fairly. 3. Do not speak to the women customers when
wHmib QApdlpennaer. 1. aumggenagwmerilb Chrenlowmsea|b they are alone.
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Information and Confidentiality
efleuymiger LHMID @ radluid
SMUILS S6menLD

1. Present only the customer information
required in an orderly fashion.

2. Carry a copy of MITC and keep the customer
informed of all charges including interest
rate.

3. Keep records of interactions with the
customer.

1. amgsmswreriseflb CsameuliLi(Bib
clleugmisanaT L (HLD g(PmBIGTET (LpenDHudled
ST INESH6D.

2. MITCuller p&a gettenn eT(hSgIF QFerayib.

QUM Senawrart Ceqiss Goueamriqw el g
wHMID 9D S arhigamertl LhHl
Sadg elleurmsamaTub SjeuflLb
FDELD.

3. amgseswrerilib Cuw eleurriser/
uflbrporiise uHlw elelrhiseamar
LSS TOTE eeuSS (HEHEeLD.

1. Unauthorized information written or verbal
cannot be divulged to any customer / any
other person.

2. Noinformation about one customer to be
shared with other customers.

1. omésmb eflssliuLng eleurmsamar
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Process Product Discipline

QEwdApenD (PEHSBISHET

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,
charges and fees.

1. o misERsE eupmisUL(heTer
Qewepann ellaTdads anaGu (H&eT wHmiID
geuleumm S LS H@E FHU LIGRTD 6@
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2. MITC upi eNer&8& g, aul_lg eNFFD

Ao s L ewtiiger UMb dape]ib.

Do not promise the customer which is not
specified in the product note or MITC.
Product note ©@jcvag MITCulleh @)evems
eleuprigeamer, SeflliLgrs

QUMY SMSWITAT(HSHE 2 M 2laflGs
GeuesrLmid.

Maximize Effectiveness
SobuL Qeudul(H Lwamer

<85Sz

Collection managers will strive to maximize the
effectiveness of the visits by pre-visit
preparation and result orientation in order to
improve results.

Q@ QUTIGEMSWITETEN T FHSILILSDH S
werursGea Seuanil updlw/Ceauss
Ceuetrigw Qsmens LHHlw elleurmisamar
Sfpgl, sflwrss swrrbalig Csmer(h
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FBSLILsET s Liwanars S(HLbd.

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.

QUM Senawmarenyls DO eThs edleurdengu|b
Qeuafl FlmieuaTbisEE&EES 576 sl Tg).
eUMgHen&WITeTT Heg) Disclosure Agreement@)ed
@iULg @ Bneuarsansd @Dl ()
<AgpETar pULsQID Siaflgddpsmd Ll GG
Sjeueurm GFweLD.

Privacy Promise

reHlwssTiL eurs@ns

Understand customer’s data is a confidential
information and privacy of the same to kept.
GUTlgEESWITeTT LIHMw edleurmiger
@rsflunrsls ungsrésliuL Gauem(HLb
craniang Hlanemailey Glsmememe]Ld.

Do not use or share internally or externally
personally identifiable information without
customer consent.
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Timing
Criyid

Customer Visit timings

Not before : 08.00 AM

Not after : 07.00 PM

QUMY SENSITATTEMET Fhd &0 GBI
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wrene 7 wentlés@l WenGum ghdlésd sal_mg

Do not visit the customer after or before the
timing stipulated unless you are requested by
the customer to do so.

@EGs gmpliul(Hereruly SelTsasliuL
Geuetirig w1 Crrmisaiien GUMTE euTlq&ensWITeTT
Col_(H& Qameapr_med L HEW Uiy
68855 CFayb. HDLIY Abs CHIsamss
Sl T&&aLD.




Customer Declines to pay
QUMY SENSWIMTATT LiewTd CFe)ss
LOMISSED

If the customer declines to pay explain him/her

with

1. Impact on credit history, CIBIL etc.,

2. Possible inclusion in negative list

3. Possible legal action and its impact.

4. Cost of defending legal action if such action
is contemplated.

QUG SESITETT LIGwTD CFQIds LMISSHTD

SIQUTEEHSE SpssaTcunap cllemssL

Ulweneusse, .

1. Credit History, CIBIL Guimetmeneu eriiLllg
LUMEEEULILQMD eTen daheiD.

2. Negative list eresmm Lit1qwiedled @)L b
QuUPETLD eTeiTm FaMeLD.

3. emGauaer &L LIy BL6UlqEMS
T(HESILL LD 6Tt Fafl ST
NDETEFHENETS FaDHeLD.

4. s LU BLGIGS®S T(HSHST, ASDE
< F5FIW CFDE|SEETE FnmeLb.

Do not threaten to take extra judicial action
(e.g., physical threat or any unlawful action)

Do not expropriate, seize or confiscate and/or
dispose of customer assets when no such
right exists;

Do not accept even if the customer willingly
provides any movable assets for his dues.
Coameuds@ Sidswng s Ll BLollg&ens
T(H&SLILED eTar Lwpmss GCeuemrLmbd
(Coras sré@se, Auuiam i gse
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Sjeupenn eFHms Gamerer GouegrLmib.

Visit to Customer place

QUM SEnSWITaTT QLSS
QFrased

Normal timings

Not Before : 08.00 AM

Not After : 07.00 PM
Qungieuren CrymigeT
srene 8 wenflé@, perGuim

wrae 7 wearlls@l AnCsar Gameimss
S6ilT&E&6, D

Not to visit customer’s residence if the customer;

1.
2.

Expressly forbids in writing such visits.

Has suffered a bereavement, or a customer’s
family member is gravely ill.

Social engagement is in progress.

If legal action is initiated except for the phone
calls.

QUG SESWITETT 651 1q (& SpESeHTL

smanhisefied Clade Ceuemrimb:-

1.
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Qungy Hlapss gCaraib i@ BLbHI
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Precautions

P aFFil&ens BLeliq HNEHET

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;

1. Seums@iu wllurasamw Qar(hss,
CoanauliLl L saflennenii|d oefld&Ee]Lb.

2. eumgsenswirarfler gefllil L
clagnis@EhéE wilurmg $rea|b; eurgl
2 meilariaeT/ |l
cuSllLaisER&6sSMa aiamny
FRISL_LLNSSS Sal_Mg).

Do not talk to a customer when he/she is
under the influence of alcohol.

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

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 a request that the customer to call
back.

He /She should not enter the house unless
invited.

He/she should not wait for the customer in
the customer’s residence unless specifically
asked to do so by the customer or family.
QUG SENSIITETIT DG DA (HHS @ (HHSTE,
SUCUTE eumLer Cug Couamrmib.
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3. Bruser Qedeib swwisHd
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Gifts or bribes

UM&SET ADDGE VEHEFD

If a customer offers the collection manager

a bribe or inducement of any kind, must report
the offer to his/her BM/management
immediately.

FHClv&agem GLoCETe (S, 6UTlq.&endmeTiT
WITTTEUS) FHTeUG] 6@EhHELD QarH&s (e
QUBSTED 2 Laq Uing ieng BM/flTeurasSne
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Do not accept any form of inducement/gifts of
any kind from any of the customers.

oTh% eumgsenswimarfl Bl phgb eThseslswmer
ufla/oasss Qgreansamwbd Fhmd Csmearears
Fal_Mg).

Number of calls

DALPLIL|SHET

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.

2. Inthe 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 to
7 pm
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Excessive number of calls or calls closely
bunched together in the same day may be
construed to be harassment.

W& SIHFTeT (pepmEeT ClSmLiTL|
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Type of visit
Crifled Qaenm &Eremid (PeEpMESET

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.

sCsager GCarmrser QuTgelrs sréer
Sl Claenm ey SEEW TeTT&amerTL
umrés Gouant(Hib. Heo Fowkiseilay gm Heo
MU L cumgdenswimarigerf e
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Visits should not be done in group.
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Non-Cooperative customer

REFHIDPESTH QUM SENSWITETIT

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

1. aumg&enswmerilLb Sjeurg
Qeliensuierme el &aniq
clllanereygenarls GUTmIENLOWITSE,D
2 nHlunsa|b ellaTéseyLb.
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STES UBSTED, 2_L_GTlq UITE iHS @l_gmg,
G BraiseyLb.

3. eNimbus 518 Hlspelsar gCsaib
BLbsTE, BM/gL & @pedlen
cuflasr._(Hgamals Cubhmn isely
FRlwmer &Teud HlanaSams iamise]Lb.

Do not continue the call if the customer abuses
the Collection manager continuously, inform the
customer and the call may be disconnected.
aumgsenswman, stlasaper GoCarmeany
wflwurens @erdl, $&15 urisamsser CuE
SeuUSSHT, cumgdanswmerilb gadledl(H
o L aiqwings QST TenLd GIeTlq&aa]Lb.

Receipts 1. Issue mobile receipts to the customer 1. Do not issue receipts for promise to pay in
1&g s immediately on his payment. future.
1. aumgSengwmer Liewrd GlFaisswe e 2. Do not use your money to honour the
SleUmES QoraLd 185 re]b. promise of the customer, which necessitates
disciplinary action.
1. adrsrsdle CeqszsiCumEbd
LesH @ 1881 s Ceuetimb.
2. 2 BSET LamSamsd sl ey dhenswimarifler
UTS@EMF WS STULTDHD (LPHLIL
Ceuemrmb. 2 riger CLoa (MG penm
BL_6lq &S 6T(NESHLILILEDITLD.
Cash Hand over the cash in branch office by EOD of Do not carry cash to your residence.
Quésid the collections if cash is collected after banking o hsET 65l Iy HE, UGEES Lasms aOsF

hours.
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Notices/letters/complaints

SDEMSSHET/ HlqHBIGET/ L STTEHET

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.

Braiser erbselSoTe Sig b/ AdEms/ ST
@eunenmls QuppTaID SFHCHHL LiFled
Sjaflliugnans, 2 L Cear igen hsama HO-
Legal UMelD@h, 2iBHS Hlqssens L&
GWilpED <iefisg) 6flLayb.

1. Do not keep the any written request at your
end without informing HO — Legal

2. Do not visit such a customer until you get
confirmation from your legal team.

L ewsgl epad QuOD eTbgs s sd@su|b
HO-Legal 9felh@s srmoe. BrsGer
meusE (h&He GoueTLmD.
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siad Qe Crfled CQaamm LMTéEs

GouasrLmib.

Police Complaints/Lok Adalat
complaints

&meue glenpuldamiLb
Yariser/Caord ST L LD
LIS TIT&eT

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.

sreued HlanawisHled eflssi
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QHCLTHSEGS Qs fMalsse)b. auigerg

< Coorgamaril BL &5 LD.

1. Do not handle the complaint on your own
without informing/advice of Legal team and
HO Legal.

2. Do not visit such a customer until you get
confirmation from your legal team.

1. sl 8 @ueiert whmbd HO-Legal
GfelpEs QsNwmoed, BrisearmaCGe
Harigater ) ereueiigomen
BLGUIgSE@SWLD 6T(N&s GCouamriid.




. QLS S5 erpdluerer

QUM GESIITETEnTT, FL_L & (& (Lpadlemfler
siad Qe Crfle Caamm LMTéEs

GouarLmib.

Personal Safety

2 mIgET Seflliul L UTgISmiLy

. Always wear Helmet.

Inform the concerned branch officials if you
are amidst any issues.

3. Always carry driving license

. Always keep your vehicles insurance updated

and handy.

. erCumgb emadEsHausLDd Sjanfliieb.
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. SQeue Crrsde Lans iy ssCeur, g

. TS sTrantd ClEmeaT(Hd

Do not drink and smoke during office hours.

Do not take the customer in your vehicle for
any purpose.

S(HHsEeUT Fol_mg).

CUITIG SESWLITATEN ] 2_ThIGET 6L6HTLGulled
SMP&FF Clgida Gouemmmid.

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 timeissued by the organization.

Cupnaadluencugenst eLDDToe CUTEITD QUBIGPEOD BHL6UGEHMSSHET 6T(HSHSHLILIL VD  6TeITLINS

Hlemestedled GlamsiereyLb.

Bns Hneuengdlen s6levsasen anibg el (wennaenst Brsm LigsaIL Lfibg Csreu(hetCsms. Seunenmu|b
SeueuliGungy Bimieussiid Gleusflud@Gib el penmaenemuyb LlestuHn BLL1CLew steomy 2 My yerflsHCmetr.

Name of the Employee
uesflwmrerfes GlLiwim

Employee Code & Designation
uewflwmenit Gan(p wHMID LIFGeS

Date & Place
BeT & @b

Signature of the Employee
uessflwnerflest emasGwirliLib
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