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CODE OF CONDUCT FOR COLLECTION
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Code of Conduct: All tele-calling executives and field staff shall strictly adhere to
the Bank's approved Code of Conduct and all applicable regulatory and compliance

guidelines while interacting with customers.
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Customer-Centric Collection Approach: The Bank's collection process is aligned with
applicable regulatory guidelines and is designed to promote ethical collection
enhance customer confidence, and foster

practices, Iong-term customer

relationships.
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Collection Channels: Collection activities shall be undertaken through an
appropriate mix of digital or physical communication, tele-calling, and field visits,

based on factors such as the customer's delinquency status (DPD), outstanding

amount, risk profile, and business requirements.
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organization name, or purpose of the
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Introduce
Bank/authorized
purpose of the interaction before

yourself,
agency, and

commencing any call or field visit.
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Display/produce the valid Bank-issued
or authorized Identity Card during field
visits.

interaction.
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Do not impersonate any authority or
information.

provide misleading
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Appearance & Dress Code | I TEAl
Maintain a neat, clean, and professional | Do not wear casual, inappropriate, or
appearance. untidy attire.
* gEATaT e R
Wear formal attire.
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Communication & Behavior | Communicate politely, courteously, | 3 aTcl HTST BT TGPT T HBI|

and professionally.
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Use respectful language and maintain a
calm, firm, and empathetic approach.
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Do not use abusive, threatening,

coercive, or intimidating language.
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Do not shout, argue, harass, or insult

the customer.
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A gt Do not make misleading statements or
Listen patiently and explain the dues, | false representations.
repayment options, and Bank policies
clearly.
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ProfessionalConduct TIRAT gTE W Do not become personal or engage in
Maintain professionalism and dignity | unnecessary arguments.
throughout the interaction.
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o1 AT wfghar & Aread § A6 FT | Do not enter into personal or financial
Yt woTet # GEt B 4 5 Bl dealings with customers.
Record customer feedback and visit
outcomes accurately in the Bank's | * carNf5id 3fEIBR-THT @ R B drer 7
collection  system  through trail | &I




updating process. | Do not provide commitments beyond
delegated authority.
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Ethics & Integrity | fGemfAdel 3ik d& &t smerer d@fear & | AferTd @M &t 7T T B3R T 8 ©WeR
350 ey, EAMER 3R Afde add @ | &
el Do not solicit or accept any gifts,
Conduct all collection activities fairly, | favors, or personal benefits from
honestly, and ethically in accordance | customers.
with regulatory guidelines and the
Bank's Code of Conduct. | | m e e W
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Do not indulge in fraudulent,
unethical, or discriminatory practices.
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Confidentiality

Maintain complete confidentiality of

customer information.
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Share account information only with

Do not disclose customer information

to unauthorized persons.
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Do not discuss customer accounts in

the borrower or an authorized | public places or through unauthorized
representative, as permitted under | communication channels.
applicable regulations.
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Process & Regulatory Compliance | #ifddl 3R sgrifcd ageft ufssams &1 | € sAftpd agefl/Rbat HRars &I
e &3 Do not deviate from approved

Follow all applicable RBI guidelines,
Bank policies, and approved collection

processes.
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Perform duties strictly within the
delegated authority and approved

processes or undertake unauthorized

collection/recovery actions.
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Do not use force, intimidation, or
means  for

unlawful recovery.

operating procedures.
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Plan visits efficiently based on | Do not obstruct the customer's
allocation, DPD, geography, and | movement or create public
customer availability. | embarrassment.
* ATEP] & A1 STt B THI 3Ea 3R |« &7 3rgwfd aRer # gder 7 &3 3R faseft
A G IATE W | TR bl URAT/3Ued I T |
Maintain a reasonable and respectful | Do not enter premises without
distance  while interacting with | permission or create a nuisance.
customers.
31gAd §UH & fde arg * TTEDT & et 08:00 I51 & 19:00 51 &b |« 3fId UifeiesroT AT T8 bt Henfd & T
Permissible Contact Timings | &ffa dud &2, 5@ a6 b fafFame | 3g0d ara P are dred) d dud a1 fafsie
feenfAcer & ded sr=yer 3igAfd T8 3ryar | AR
TITEd Bt Terfd urg 7 &l Do not contact or visit customers
Contact customers only between | outside the permitted hours without
08:00 hrs. and 19:00 hrs, unless | appropriate authorization or customer
otherwise permitted under regulatory | consent.
guidelines or with the customer's
consent.
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Customer Contact Details | dnfeid Tudh FaR, Ud 312dT debfctes TUd | STHBRI €5 7 BRI
fciaRUT BY Encollect aget UuTTefl # 37u3¢ | Do not record incorrect, incomplete, or
Gl unverified  customer  information.
Update any new or revised contact
number, address, or alternate contact
details in the Encollect collection
system  after due verification.
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Cash Collection | 372faT S AR} { WM B & e | @fdhra @rd & SaRor & ATz & pram
Wiearad el THHR T B
Encourage customers to make | Strictly do not collect cash or personal
payments only through Bank-approved | account transfer from customers under
digital or banking channels. | any circumstances.
« W GAY d Bt ARG YT agelt
UfchaT &1 U H3
Follow the Bank's approved payment
collection process at all times.
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KYC &  Identity Verification | gfAflda & & wigd PVR/DRA | SEITAS U&gd 7 el
YHTOTYS/KYC e¥aTdsT dt, qof 3R 37dd | Do not submit forged, fabricated,

gl

expired, or incorrect documents.




Ensure  PVR/DRA  Certificate/KYC

documents submitted are valid,

complete, and up to date while

onboarding or creating user

credentials.
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Tele-Calling &  Call Recording | 3R Repiss fawiAe fGwn & Araw @ | fodt smftipa AraA &1 3UaT &b
Gyl TTED] J HUD T B
Make all customer calls only through | Do not contact customers using
Bank-approved, recorded telephony | personal mobile numbers or any
systems. unapproved communication channel.
o fafTame 3R 6 FF smacawEant & | o Bia R 7F B fAfsha 7 3 3R T
AR Bia Reifen FRfera/aRfea & | R RAFIRHRI
Ensure call recordings are retained as | Do not disable or bypass call recording
per regulatory and Bank requirements. | mechanisms.
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Third-Party Interaction | féenfidel & 3rAR baet 3uRebdf AT | FarwHRN ar fadt 3= gdta ual & kor
sifeigpa ufafifer 4 € araeiid &3 Interact | fderoT T gepielt Heftft sTHER 7 9dTC1 Do
only with the borrower or an | not disclose loan details or repayment
authorized representative regarding | information to relatives, neighbors,
account-specific information,  in | employers, or any other third party
accordance with regulatory guidelines. | without appropriate authorization.

ITeh A T ST dTeY MATH/IfAdEare | « Sara el 3R GITar b & el | » 518 a1 7 &, Jcwh At 7 B3, THEA &l

Customer Commitments | # dael Hel 3R 3AfEipd STHGRI YeH B2 | dTeT T B 37/aT Teardli>d AfbR-Har &
Provide only accurate and authorized | TR 3FJHIGH T ATHET T S|
information regarding dues, repayment | Do not make false commitments,
options. waive charges, promise settlements, or

assure approvals beyond delegated
authority.
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Data Security | ATEZHT BT 39T &> THT TTEd T I | ARAH § WD e Pl GUerd, dTe,
STAGRT & el B SIS, BIITS T YTRd 7 &3
Protect all customer and Bank | Do not store, share, download,

information using approved systems
and secure communication channels.
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Immediately report any suspected data
incident.

breach or security

photograph, or transmit customer data

through unauthorized devices,

applications, or media.
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Repossession
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Undertake repossession strictly in
accordance with applicable laws, RBI
guidelines, and the Bank's approved
repossession policy.
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Do not resort to force, intimidation,
coercion, or any unlawful practice
during repossession activities.




