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CODE OF CONDUCT FOR THE RECOVERY AGENTS

1.Preamble

Model Code of Conduct for the Recovery Agents of Agrim Housing Finance Pvt Ltd (here after referred
as “AHFPL”) is a non-statutory code issued by AHFPL for adoption and implementation by Recovery
Agents of AHFPL while operating as Agents or employees of AHFPL.

2. Applicability:

The Model Code of Conduct for Recovery Agents (RAs) will be applicable to all RAs appointed by the
Bank. The Code of Conduct shall form part of the agreement between the Bank and the Recovery
Agents. RAs must agree to abide by this code prior to undertaking any recovery operation on behalf
of the Bank. Any RA found violating this code may be blacklisted and such action taken will be
reported to concerned Business Group by the branches/operating units. Business Group in turn will
send this information to IBA on a monthly basis to circulate the same to member Banks for action at
their end.

The DRA and his employees are not “employees of the Company” and there exist only a relationship
of Principal and Agent between the Company and Agent.

“Agent” for the purpose of these guidelines would include Agencies/Firms engaged by the Company
and the employees of the concerned agencies/firms who are duly appointed by such agencies/firms
for carrying out the job of overdue collection.

1. The DRA in whose name the appointment letter is issued will ensure that he does not
employ any individual having criminal record and/or persons having criminal proceedings
pending against them in any Courts or Police Station at any point of time. A thorough check
of the background including that of police verification of the employees who will be assigned
with the task of collection of outstanding dues from the defaulting customers of the
Company, has to be carried out by the DRA before they are assigned with the job . A
confirmation letter to that effect from the respective DRA should be taken prior to engaging
the personnel earmarked for the recovery job.

2. The DRA should furnish list of personnel earmarked for the recovery job of the Company
together with their photographs, telephone numbers and their residential address. Should
there be any change in the personnel in future, the same is to be intimated to the Company
within 24 hours by the Recovery Agent together with the photograph, residential address,
contact nos. as well as background check and police verification of the new employee

3. Asand when the Indian Institute of Banking and Finance (IIBF) introduce the course of 100
hours training which are mandatory for the Recovery Agents, the DRA and all his employees,
assigned with the job of collection of overdues from the defaulting customers of the
Company shall have to undergo such training. The existing DRA and his employees will have
to produce the certificate of undergoing such training as required by NHB within a span of 1
year from the date of introduction of the training scheme in order to continue to be on the
panel of the Company for carrying out the function of recovery of overdues.
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4. The DRA should issue identity cards to its employees in our approved format, who will be
assigned with the task of collection of overdues from the defaulting borrowers of the
Company and the same will have to be shown to the customers of the Company when the
employees call on them.

5. The DRA should also carry a copy of the notice and the authorisation letter from the
Company along with the Identity Card issued to him by the agency firm containing details of
the agency including telephone numbers while meeting the defaulting customers of the
Company.

6. The DRA and his employees entrusted with the job of collection of dues must ensure that no
payments are received in cash. All payments are to be made by cheque/demand drafts and
should invariably be in favour of the Company and the same should be deposited to the Area
Office/Back Office within 24 hours of its collection

7. The DRAs should know that upon their appointment as Recovery Agent for the Company,
his/her name or the name of the Firm (as the case may be) will be published in the website
of the Company to make it known to the public at large of his/their authority to collect the
outstanding dues on behalf of the Company. Similarly, upon his/her termination, the same
will be reflected in the website as well so that the public is informed of not to deal with such
Recovery Agents

8. The DRA and his employees entrusted for the job of collection of overdues of the Company
from its defaulting customers, should document all calls made to the defaulting borrowers
by the recovery agency with time and number along with a brief noting on the outcome of
the call.

9. The DRA and his employees should contact the defaulting customers of the Company
between 7 hrs to 19 hrs, unless the specific circumstances require otherwise, ordinarily at
the place of his/her choice and in the absence of any specified place, at the place of his/her
residence and if not available at that place then the place of business/occupation. However,
if after a reasonable attempt it is found that the borrower cannot be contacted or that the
borrower is avoiding to meet the persons of the recovery agency, the DRA will have the
liberty to contact the borrower at any place wherever he can be contacted

10. The DRA and his employees should honour as far as possible the customer’s request to avoid
calls at a particular time or at a particular place inconvenient to the borrower, for a reason
to be upfront disclosed by him However, such request shall not be encouraged from regular
defaulters

11. The DRA and his employees should respect the Customers privacy and the interaction with
him should be in a civil manner. Inappropriate occasions such as bereavement in the family
or such other calamitous occasions should be avoided for making calls/visits to collect due
for a reasonable period.

12. If any complaint is received against the DRA, the Company will not forward any cases to such
Recovery Agents till the complaint is finally disposed off. However, where the Company is
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convinced with appropriate proof that the borrower is continuously making
frivolous/vexatious complaints, it may allow the DRA to continue with the recovery
proceedings even if a grievance/complaint is pending against the Agency.

13. . The DRA or any of his employees are not authorized to use the name and/or trademark
and/or logo of the Company in any sales or marketing publication or advertisement in any
manner without prior written consent of the Company.

14. The DRA or any of his employees will in any way not represent the Company except for
collection of dues. They are not permitted to give any commitment whatsoever with regard
to waivers, extension of time period for payment of dues etc. to the defaulting customers.

15. The DRA and his employees will ensure that any information given to them in respect of the
defaulting borrowers are to be kept as Confidential and the same shall not be misused by
the DRA or his employees entrusted with the job of collection of dues from the defaulters.

16. The DRA shall not enter into any Agreement with contractors/sub-contractors in connection
with the intent of sub-contracting the assignment for the services required to be provided by
the DRA as per the terms of the appointment.

17. The DRA shall compensate the Company for any loss and/or damage caused to the Company
as a consequence of any misconduct, illegal and/or criminal act or negligence on his part. In
the event of such a claim, the Company shall be entitled to realize the same from the future
or outstanding payments due to the DRA

3.Can the borrower's Loan arrangement be discussed with anybody else?

Normally RAs should maintain borrower's secrecy. However, the matter may be discussed with his
family members if borrower’s response to notice of recall and repeated calls made by RAs on the
borrowers do not evoke any response. Family for this purpose will only be close and adult family
members and will include spouse, son (including legally adopted son), unmarried daughter (including
legally adopted daughter), unmarried sister, father, mother, daughter-in-law, grandson and
granddaughter.

3.1 Leaving messages and contacting persons other than the borrower

Calls first must be placed to the borrower. If the borrower is not available a message should be left
for the borrower to return the call or check for a convenient time to call again. Message should be
left with his business associate or person(s) representing him in the Bank and indicate that "xxxxx
(Name of the RA) representing xxxxx (Name of the Bank) called and requested to call back at
XXXXXXXXXXX (phone No). The purpose of the call is recovery of Bank's dues."

3.2 Code adopted during the call

e The RAs will identify himself/herself to the borrower and will apprise him/her of the
authority to represent.

e State reason for call. Provide the borrower with all the information regarding dues and
necessary notice be given for enabling discharge of dues.

e Offer to call back, if the borrower is busy.
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Talk in language which is most comfortable to the borrower.

Keep conversation limited to business.

Reconfirm next call or next visit.

Provide contact numbers (for RAs as well as the Bank).

Reasonable notice will be given before repossession of security as well as before its
realization.

All assistance will be given to resolve disputes or differences in a mutually acceptable and in
an ordinary manner, if any as regards dues.

Demeanour that will suggest criminal intimidation or threat of violence would be
scrupulously avoided.

4. Gifts or bribes

RAs will not accept any kind of gift or bribe




