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Introduction 
 
Outsourcing is an arrangement, whereby FDPL Finance Private Limited (the Company/NBFC) will 
use a third party (either an affiliated entity within the group or an entity that is external to the group) 
to perform activities on a continuing basis that would normally be undertaken by the Company 
itself, now or in the future. This includes arrangements for a limited period.  
  
This policy contains the criteria for selection of financial activities that may be outsourced as well 
as service providers and the systems to be put in place to monitor and review the operation of 
outsourced activities.   
  
This policy is based on the Master Direction NBFCs-Base Layer regulations prescribed under the 
Master Direction – Reserve Bank of India (Non-Banking Financial Company–Scale Based 
Regulation) Directions, 2023, as amended from time to time.  
 
This Policy has been approved by the Board of Directors. Any changes to this Policy would require  
approval of the Board.  
 
A. Objectives of the Policy  
  
The objectives of the Outsourcing Policy (the “Policy”) are to  

(i) ensure effective oversight, due diligence and management of risks arising from outsourcing 
and  

(ii) ensure that the interests and confidentiality of the customers of the Company are protected 
at all times.  
 

B. Key Principles  
  

(i) The key principles of the outsourcing policy are outlined below.  
(ii) The Company would ensure that outsourcing arrangements neither diminish its ability 

to fulfill its obligaঞons to customers and Reserve Bank of India (RBI) nor impede 
effecঞve supervision by RBI.  

(iii) The Company would ensure that the service provider employs the same high standards 
of care in performing the services as would be employed by the Company itself. 
Accordingly, the Company would not engage in outsourcing its acঞviঞes that would 
result in its internal control, business conduct or reputaঞon being compromised or 
weakened.  

(iv) The Company would retain ulঞmate control of the outsourced acঞvity. While 
outsourcing any acঞvity, the Company would ensure that it has access to all relevant 
records and informaঞon available with the service provider.  

(v) The grievance redressal mechanism in the Company would not, in any way, be 
compromised on account of outsourcing.  

(vi) The Company would ensure the preservaঞon and protecঞon of the security and 
confidenঞality of customer informaঞon in the custody or possession of the service 
provider.  

(vii) The Board of Directors would have the ulঞmate responsibility for the outsourced 
acঞvity.   

(viii) The Policy will be reviewed on an annual basis.  
 

C. Indicative List of Activities that can be outsourced  
  
The guidelines contained in this Policy are applicable to material outsourcing arrangements entered 
into by the Company with a service provider located in India or elsewhere. The service provider 
may either be a group company or an unrelated party.  
  
An indicative list of activities that may be considered for outsourcing is as under:   

(i) Applicaঞon processing (loan originaঞon)   
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(ii) Document processing   
(iii) Storage of documents   
(iv) Research and markeঞng   
(v) Supervision of loans  
(vi) Collecঞon  
(vii) Recovery and repossession   
(viii) Data processing   
(ix) Other Back office related acঞviঞes   
(x) Lead sourcing acঞvity   
(xi) Field Invesঞgaঞon   

 
 

D. Activities that cannot be outsourced  
  
In conformity with RBI guidelines, the Company shall not outsource core management functions 
including:   

(i) Strategic and decision-making funcঞons such as underwriঞng and sancঞoning of loans  
(ii) Management of investment por�olio  
(iii) Internal Audit (Internal auditors can be appointed on a contract basis)  
(iv) Compliance funcঞons such as determining compliance with KYC norms for opening of 

accounts  
 

E. Outsourcing to Digital Platforms  
 

In case the Company lends through outsourced lending platforms, it would adhere to the Fair 
Practices Code in letter and spirit and also the guidelines laid down in this Policy. Wherever the 
Company engages digital lending platforms as its agents to source borrowers and/ or to recover 
dues, it would adhere to the following:    
  

(i) Names of digital lending pla�orms engaged as agents shall be disclosed on the 
Company’s website.  

(ii) Digital lending pla�orms engaged as agents would be directed to disclose upfront to 
the customer that they are acঞng on behalf of the Company.   

(iii) The Company shall issue a sancঞon le�er / KFS to the borrower on its le�er head, 
immediately a[er sancঞon but before execuঞon of the loan agreement.  

(iv) A copy of the loan agreement along with a copy of each of all enclosures quoted in the 
loan agreement would be furnished to all borrowers at the ঞme of sancঞon/ 
disbursement of loans.   

(v) The Company would ensure effecঞve oversight and monitoring over the digital lending 
pla�orms whose services are engaged.  

(vi) The Company would ensure that adequate efforts are made towards creaঞon of 
awareness about the grievance redressal mechanism.   
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G. Role of the Board, Senior Management   
  

  
Governance  

  
Responsibiliঞes  

  
Board of Directors or a  
Commi�ee of the Board   
  
  
  

Responsible for   
The effecঞve management and oversight of the 
outsourcing arrangement   
(i) Undertake regular review of outsourcing strategies & 

arrangements for their conঞnued relevance, safety & 
soundness  

(ii) Decide on business acঞviঞes of a material nature to be 
outsourced and approve such agreements  

Senior Management         
   

Responsible for    
(i) Evaluate the risks and materiality of all exisঞng and 

prospecঞve outsourcing, based on the framework 
approved by the Board  

(ii) Develop and implement sound and prudent 
outsourcing policies and procedures commensurate 
with the nature, scope and complexity of the 
outsourcing acঞvity  

(iii) Review of outsourcing arrangements to idenঞfy 
material risks  

(iv) Periodically review the effecঞveness of policies and 
procedures  

(v) Ensuring that conঞngency plans are in place and tested  
(vi) Ensure that there is independent review and audit for 

compliance with set policies  
  

 
H. Evaluation of Materiality  

  
Material outsourcing arrangements are those which, if disrupted, have the potential to significantly 
impact the business operations, reputation or profitability. To evaluate the materiality of the 
outsourcing arrangement, the Company would consider the following aspects:  
  

(i) The level of importance of the acঞvity being outsourced.  
(ii) Potenঞal impact of the outsourcing on the Company on various parameters such as 

earnings, solvency, liquidity, funding capital and risk profile.  
(iii) The likely impact on the Company’s reputaঞon and brand value and ability to achieve 

its business objecঞves, strategy and plans, if the service provider fails to perform the 
service.  

(iv) The cost of outsourcing as a proporঞon of total operaঞng costs of the Company.  
(v) The aggregate exposure to a parঞcular service provider, in cases where the Company 

outsources various funcঞons to the same service provider.  
(vi) The significance of acঞviঞes outsourced in the context of customer service and 

protecঞon.  
 

I. Evaluation of Capability of the Service Provider   
 
      Capabilities of service provider shall be assessed on following parameters (indicative list):  
  

(i) Experঞse, Vintage of operaঞons of the Service Provider handling the relevant business  
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(ii) The Service Provider’s business reputaঞon and track record in undertaking similar work 
in the recent past and competence to implement and support the proposed acঞvity 
over the contracted period  

(iii) Financial soundness and ability to meet service commitments even under adverse 
condiঞons  

(iv) Track record of compliance and outstanding or potenঞal liঞgaঞons  
 Where possible, the Company would obtain independent reviews and market 
feedback on the service provider to supplement its own findings.  

(v) The Company would ensure that the service providers’ systems are compaঞble with 
that of its own and their standard of performance including in the area of customer 
service is also acceptable to the Company.  

(vi) The Company would also consider if there is undue concentraঞon of outsourcing 
arrangements with a single service provider.  

(vii) The service provider, if not a group company, shall not be owned or controlled by any 
director of the Company or their relaঞves.  

(viii) In considering renewal of an outsourcing arrangement, shall perform appropriate due 
diligence to assess the capability of the Service Provider to comply with obligaঞons in 
the outsourcing agreement.  
 

J. The Outsourcing Agreement  
  
The terms and conditions governing the contract between the Company and the service provider 
would be carefully defined in the agreement. The agreement would, inter alia, contain the following 
provisions:  

(i) The acঞviঞes proposed to be outsourced including the appropriate service and 
performance standards.  

(ii) Risks and risk miঞgaঞon strategies.  
(iii) Conঞnuous monitoring and assessment by the company of the service provider so that 

any necessary correcঞve measures could be taken immediately.  
(iv) Conঞngency plans to ensure business conঞnuity. An appropriate level of control and 

right to intervene with appropriate measures to conঞnue the business operaঞons of 
the Company without incurring prohibiঞve expenses and without any break in services 
to the customers of the Company;   

(v) A noঞce period in order to miঞgate the risk of unexpected terminaঞon thereof or 
liquidaঞon of the Service Provider.  

(vi) Provision relaঞng to prior approval / consent by the company for use of sub-contractors 
by the service provider for all or any part of an outsourced acঞvity.  

(vii) A provision to the effect that there is a clear obligaঞon for any service provider to 
comply with direcঞons given by the RBI in relaঞon to the acঞviঞes of the Company;   

(viii) A clause allowing RBI or persons authorized by it to access the Company’s documents, 
records of transacঞons, and other necessary informaঞon given to, stored or processed 
by the service provider, within a reasonable ঞme.  

(ix) A clause to recognize the right of RBI to cause an inspecঞon to be made of a service 
provider of the company and its books and accounts by officials of RBI or other 
authorised persons.  

(x) Dispute resoluঞon process, including events of default, and the indemniঞes, remedies 
and recourse of the respecঞve parঞes.  

(xi) Clauses relaঞng to default, terminaঞon (including the minimum period to execute a 
terminaঞon provision) and early exit to allow the Company to terminate the agreement.  

(xii) Controls to ensure customer data confidenঞality and service providers' liability in case 
of breach of security and leakage of confidenঞal customer related informaঞon.  

(xiii) A provision to the effect that confidenঞality of customer’s required informaঞon would 
be maintained even a[er the contract expires or gets terminated.  

(xiv) Provision relaঞng to preservaঞon of documents and data by the service provider in 
accordance with the legal/regulatory obligaঞons of the Company.  
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(xv) Right of the Company to conduct audits on the service provider whether by its internal 
or external auditors, or by agents appointed to act on its behalf and to obtain copies of 
any audit or review reports and findings made on the service provider.  

(xvi) The Agreement would be sufficiently flexible so as allow the Company to retain an 
appropriate level of control over the outsourcing arrangement and the right to 
intervene with appropriate measures to meet legal and regulatory obligaঞons.  
 

K. Confidentiality and Security  
  
Confidentiality of customer information is a pre-requisite for the stability and reputation of the 
Company, and therefore, the Company shall ensure that:  
  

(i) Access to customer informaঞon by the staff of the service provider would be on a “need 
to know” basis, i.e., limited to those areas where the informaঞon is required in order to 
perform the outsourced funcঞon.  

(ii) Any informaঞon disclosed should be used strictly for the purpose for which they were 
disclosed by the Company.  

(iii) The Company would review and monitor the security pracঞces and control processes 
of the service provider on a regular basis and require the service provider to disclose 
security breaches.  

(iv) The Company would ensure that the service provider is able to isolate and clearly 
idenঞfy the company’s customer informaঞon, documents and records to protect the 
confidenঞality of the informaঞon. If the service provider acts as an outsourcing agent 
for mulঞple NBFCs / Banks, care would be taken to build strong safeguards so that 
there is no co-mingling of informaঞon/ documents and records.  

(v) The Company would immediately noঞfy RBI in the event of any breach of security and 
leakage of confidenঞal customer related informaঞon.  
 

L. Risks in Outsourcing  
  
Outsourcing activities to third parties carry certain inherent risks. Failure in providing a specified 
service, breach in security/confidentiality or non-compliance with legal and regulatory 
requirements by the service provider may lead to financial and reputational losses for the 
organization. Therefore, the organization shall ensure effective evaluation and management of the 
following risks associated with outsourcing risk:  
  

(i) Strategic Risk: The service provider may conduct operaঞons which are inconsistent 
with the overall strategic goals of the Company. Loss of relevant skills in the company 
may prevent it from bringing the outsourced acঞvity back in the Company.   

(ii) Reputaঞon Risk: Risk of loss of company’s reputaঞon when the service delivered by 
the service provider is of poor quality and is not consistent with the standards of the 
Company.   

(iii) Compliance Risk: Privacy, consumer and prudenঞal guidelines not adequately complied 
with.   

(iv) Operaঞonal Risk: Risk arising from technology failure, fraud and error, lack of adequate 
financial capacity of the service provider to fulfill obligaঞons or provide remedies for 
such inadequacy.  

(v) Legal Risk: This includes but is not limited to exposure to fines, penalঞes, or puniঞve 
damages resulঞng from supervisory acঞons, as well as private se�lements due to 
omissions and commissions of the service provider.   

(vi) Exit Strategy Risk: This could arise from over-reliance on one firm and contracts 
entered wherein speedy exits would be prohibiঞvely expensive.   

(vii) Counterparty Risk: Risk arising out of inappropriate underwriঞng or credit 
assessments.   

(viii) Country Risk: Risk arising out of any significant change in poliঞcal, social, or legal 
climate.  
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(ix) Contractual Risk: Risk arising out of legal gaps in contract, wherein the company is not 
able to enforce the contract on the service provider  

 
M. Responsibilities of Direct Sales Agents (DSA) / Direct Marketing Agents (DMA) /  

 
I. The Direct Sales Agents (DSA)/ Direct Marketing Agents (DMA)/ Recovery Agents (RA) 

engaged by the Company shall not resort to:   
(x) inঞmidaঞon or harassment of any kind, either verbal or physical, against any person 

in their debt collecঞon efforts;   
(xi) acts intended to humiliate publicly or intrude the privacy of the debtors' family 

members, referees and friends;   
(xii) making threatening and anonymous calls; or   
(xiii) making false and misleading representaঞons.   

II. The Company would ensure that the DSA/ DMA / Recovery Agents are properly trained to 
handle their responsibilities with care and sensitivity, particularly aspects such as soliciting 
customers, hours of calling, privacy of customer information and conveying the correct terms 
and conditions of the products on offer.   

III. The Company would put in place a Board approved Code of Conduct for DSA/DMA/ 
Recovery Agents and obtain their undertaking to abide by the Code.   

IV. The Recovery Agents would adhere to the extant instructions on the Fair Practices Code 
adopted by the Company for collection of dues and repossession of security.  
 

N. Business Continuity and Management of Disaster Recovery Plan  
   

(i) The Company shall require its service providers to develop and establish a robust 
framework for documenঞng, maintaining and tesঞng business conঞnuity and recovery 
procedures.   

(ii) The Company would ensure that the Service Provider regularly tests the Business 
Conঞnuity and Disaster Recovery Plan. The Company would also conduct occasional 
joint tesঞng and recovery exercises with the service provider.  

(iii) The Company would ensure that alternaঞve Service Providers are available or there is 
a possibility of bringing the outsourced acঞvity back in-house in case of emergency.   

(iv) The Company would ensure that the service provider is able to isolate the Company’s 
informaঞon, documents and records. This will enable the Company, in appropriate 
situaঞons, to retrieve all documents and informaঞon given to the service provider in 
order to conঞnue its business.  
 

O. Monitoring of Outsourced Activities  
  

(i) A central record of all material outsourcing, that is readily accessible for review by the 
Board and senior management of the Company, would be maintained. The records 
would be updated promptly and half yearly reviews will be placed before the Board of 
Directors.  

(ii) Regular audits would be undertaken by either the internal auditors or external auditors 
of the Company to assess the adequacy of risk management pracঞces adopted in 
overseeing and managing the outsourcing arrangement. The observaঞons of the 
auditors would be placed before the Board of Directors.  

(iii) The Company would review the financial and operaঞonal condiঞon of the service 
provider annually. The purpose of this review would be to assess the service provider’s 
ability to conঞnue to meet the outsourcing obligaঞons and idenঞfy any deterioraঞon 
or breach in performance standards, confidenঞality and security, and in business 
conঞnuity preparedness.  

(iv) In the event of terminaঞon of an outsourcing agreement, in cases where the service 
provider deals with customers, the same would be publicized by displaying at a 
prominent place in the Company’s office, posঞng it on the web-site and informing the 
customers so as to ensure that the customers do not conঞnue to deal with the said 
service provider.  
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(v) Certain cases, like outsourcing of cash management, might involve reconciliaঞon of 
transacঞons between the Company, the service provider and its sub-contractors. In 
such cases, the Company will ensure ঞmely reconciliaঞon of transacঞons with the 
service provider (and/ or its subcontractor), are carried out in a ঞmely manner. An 
ageing analysis of entries pending reconciliaঞon with outsourced vendors shall be 
reviewed by the Finance Controller and the Company shall make efforts to reduce the 
old outstanding items therein at the earliest.  

(vi) The Company would put in place a robust system of internal audit of all outsourced 
acঞviঞes, which would be monitored by its Finance Controller.  

 
 

P. Redressal of Grievances related to Outsourced Services  
  
The grievance redressal mechanism, as laid down in the Fair Practices Code and the Grievance 
Redressal Policy, would also apply to issues related to services provided by outsourced agencies.  
 

Q. Reporting of transactions to Financial Intelligence Unit (FIU) or other competent authorities  
  
The Company would submit Currency Transactions Reports and Suspicious Transactions Reports, 
if any, to FIU or any other competent authority in respect of the Company’s customer related 
activities carried out by the Service Providers.  
  

R. Outsourcing to a Group Entity  
  
In case of outsourcing of any activity within the group companies, the Company shall ensure that:   
  

(i) Arm’s length distance is maintained in such outsourcing in terms of premises, 
manpower, decision-making, record keeping, etc. for avoidance of potenঞal conflict of 
interests between the Company and such Service Provider and accordingly necessary 
disclosures in this regard shall be made as part of the outsourcing agreement;   

(ii) The customers are informed specifically about the company which is actually offering 
the product/ service in case of involvement of mulঞple group enঞঞes involved or cross 
selling of products;   

(iii) The outsourcing agreement would address the provisions including scope of services, 
charges for the services and maintaining confidenঞality of the customer's data;   

(iv) The arrangement shall not lead to any confusion to the customers as to whose 
products/ services they are availing by clear physical demarcaঞon of the space where 
the acঞviঞes of the Company and those of its other group enঞঞes are undertaken;   

(v) The arrangement shall not compromise the ability to idenঞfy and manage risk of the 
Company on a stand-alone basis;   

(vi) The arrangement shall not prevent RBI from being able to obtain informaঞon required 
for the supervision of the Company or pertaining to the group as a whole;   

(vii) The Company’s ability to carry out its operaঞons in a sound fashion would not be 
affected if premises or other services (such as IT systems, support staff) provided by 
the group enঞঞes become unavailable;  

(viii) If the premises of the Company are shared with group enঞঞes, the Company will ensure 
that its idenঞficaঞon is disঞnctly visible to the customers.  

(ix) The markeঞng brochure used by the group enঞty and verbal communicaঞon by its 
staff/ agent in the Company’s premises shall menঞon nature of arrangement of the 
enঞty with the Company so that the customers are clear on the seller of the product.  

(x) The risk management pracঞces expected to be adopted by the Company while 
outsourcing to a related party (i.e. party within the Group/ Conglomerate) would be 
idenঞcal to those specified with respect to other service providers in this Policy.   
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S. Off-shore outsourcing of financial services  
  
In case of offshore outsourcing of the financial services, particularly relating to Indian Operations, 
the Company shall ensure that:   
  

(i) The Company takes into account and closely monitors the government policies and 
poliঞcal, social, economic and legal condiঞons in the countries where the Service 
Provider is based, both during the risk assessment process and on a conঞnuous basis 
and establish sound procedures for dealing with country risk problems. The Company 
would have in place appropriate conঞngency and exit strategies.   

(ii) Such arrangements would be entered into only with the parঞes operaঞng in 
jurisdicঞons generally upholding confidenঞality clauses and agreements. The governing 
law of the arrangement shall also be clearly specified in the agreement.   

(iii) The outsourced acঞviঞes are conducted in a manner so as not to hinder the efforts to 
supervise or reconstruct the Indian acঞviঞes of the Company in a ঞmely manner.   

(iv) Where the off-shore Service Provider is a regulated enঞty, the relevant off-shore 
regulator will neither obstruct the arrangement nor object to inspecঞon visits of RBI or 
visits of the Company’s internal and external auditors.   

(v) The availability of records to management and RBI will withstand the liquidaঞon of 
either the offshore custodian or the Company in India.   

(vi) The regulatory authority of the offshore locaঞon does not have access to the data 
relaঞng to Indian operaঞons of the Company simply on the ground that the processing 
is being undertaken there.  

(vii) The jurisdicঞon of the courts in the off-shore locaঞon where data is maintained does 
not extend to operaঞons of the Company in India on the strength of the fact that the 
data is being processed there even though the actual transacঞons are undertaken in 
India.   

(viii) All original records will be maintained in India.  
  

T. Review Frequency   
 
This Policy shall be reviewed at regular intervals or as and when considered necessary by the Board 
of Directors/Committee of the Company.  

  
U. Code Of Conduct For Recovery Agents / Collection Agencies 

 
All the members/staff/agents/contractors/subcontractors of the Service Provider (“Personnel”) 
collecting any due amounts from the Borrower on behalf of the Company shall at all times follow the 
guidelines set out herein below: 
 
1. Borrowers should be contacted ordinarily at the place of his choice and in the absence of any 

specified place, at the place of his residence.  
2. Identity and authority of the Personnel should be made known to the Borrower at the first 

instance when contacting them digitally / telephonically / or physically. Further, details of the 
grievance redressal mechanism in case of any complaint for misbehavior shall be communicated 
to the Borrower 

3. Borrower’s privacy should respected. When the Personnel calls the Borrower, they shall record 
the time of calls and content of the calls and maintain clear, concise and accurate records on the 
same day. At the beginning of each call, after the introduction, the Personnel shall inform the 
Borrower that the call is being recorded for quality assurance and training purposes. 

4. Interaction with the Borrower should be in a civil manner. Borrower should be contacted 
between 08:00 hrs and 19:00 hrs, unless the special circumstance of the Borrower 's business 
or occupation requires otherwise, and such special circumstance has been specified by the 
Borrower. In such an event, the Borrower shall be contacted as per the timings requested by the 
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Borrower. Personnel shall ensure that such communication from the Borrower is duly recorded 
for review and verification by the Company failing which the Service Provider shall be deemed 
to be in breach of this obligation. The Personnel shall contact the Borrower for a maximum of 5 
times in a day through calls / auto dialers. 

5. Borrower’s request to avoid calls at a particular time or at a particular place should be honoured 
as far as possible. 

6. Time and number of calls and contents of conversation should be documented. The Personnel 
of the Service Provider shall document the disposition / details of the attempt to contact. The 
records should be clear, concise, accurate and free of editorial comments. 

7. Cases with unresolved issues shall be escalated to the immediate supervisor. Borrower or third-
party requests to speak with the immediate supervisor should be honoured if the Borrower is 
not satisfied with the actions of the Personnel.  

8. Borrower should be provided with all the information regarding any outstanding dues with 
respect to the Credit Facility availed by them and necessary notice should be given for enabling 
discharge of such outstanding dues. 

9. Reasonable notice would be given before repossession of security and its realization. 
10. All assistance should be given to resolve disputes or differences in a mutually acceptable and in 

an ordinary manner. 
11. During visit to the Borrower 's place for collection of any due amount, decency and decorum 

should be maintained. 
12. Inappropriate occasions such as, bereavement in the family or such other calamitous occasions, 

should be avoided for making calls/visits to collect dues. 
13. Demeanor that would suggest criminal intimidation or threat of violence should be carefully 

avoided. The personnel shall only use acceptable business language, even if the Borrower does 
not. If the borrower shows abusive or threatening behaviour or signs of stress, the recovery 
personnel must bring it to the notice of their senior manager and document it appropriately and 
immediately. 

14. Service Provider and its Personnel, while collecting the amount due should not resort to any 
false, deceptive or misleading representation. It should not falsely represent or imply that the 
Service Provider or its Personnel is connected with or affiliated with any of the governmental or 
judicial authority and shall abstain from using any identification which can lead to wrong 
representation. The Service Provider or its Personnel should also not falsely represent the 
character, amount, or legal status of the Credit Facility availed by the Borrower. In case of non-
adherence to above terms, Service Provider will be solely responsible for any and every 
consequences arising thereof. 

15. If the Borrower refuses to pay, the Personnel must understand the reason of such a refusal and 
efforts should be made to explain the consequences to the Borrower, including but not limited 
to, the impact on credit history of the Borrower, possible legal action and its impact on the 
Borrower, cost of defending legal action, if such action is contemplated. 

16. The Personnel shall not give any commitment whatsoever with regard to waivers, discount, 
extension of time period for payment of dues etc. with respect to a Credit Facility, to the 
defaulting Borrowers without prior written consent from the Company. 

17. Personnel shall not accept inducements or gifts from the borrower; if any are offered, the 
employee or agent should bring them to the attention of his/her immediate supervisor. 

18. Personnel shall answer the borrower’s questions in full, including payment details, penalties, and 
waivers if within the permitted parameters. They shall flag the unresolved questions with the 
senior management as necessary and follow-up on the verbal communication with written 
feedback. 
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19. The recovery payments form the Borrower shall not be credited to the recovery agent or any 
other account.  

 

CUSTOMER COMMUNICATION GUIDELINES 

 

The following guidelines are to be complied with along with Code of Conduct by the Service Provider 
and its Personnel who are authorized to represent the Company in collection of outstanding dues with 
respect to a Credit Facility from the Borrower.  

1. Borrowers shall be treated with dignity. During all conversations with the Borrower, over 
telephone, in writing or during visits, professionalism and transparency will be ensured.  

2. Personnel shall be polite, professional and well-behaved and should try to use the language which 
the Borrower understands and formal mode of address in the language of Borrower's choice 
should be used. Use of tough or aggressive or threatening or abusive language, either verbal or in 
writing should not be made. Care should be taken not to threaten/harass/torment the Borrower 
in any manner. 

3. Service Provider are required to inform the Company of the Borrowers who become abusive or 
threatening. All such instances should be appropriately documented. 

4. Service Provider and its Personnel shall not promise or commit for any type of written 
communication on behalf of the Company. Further, they should not send any other written 
communication via email, letter or social media to the Borrowers unless approved by the Company 
in writing. 

5. Service Provider and its Personnel shall not mislead the Borrower and/or induce any bribes or 
payments from the Borrower. 

6. Personnel shall not mislead the Borrower about their true business or organization name. 
7. Communications with Borrowers must go through designated company channels for calls, SMS 

and emails. Personnel shall not use their personal phones / emails / devices for recovery purposes. 
Further, all the communications shall be conducted in designated formats approved by the quality 
check / control department. 

 
V. Code of Conduct For Direct Sales Agent (DSA)/Direct Marketing Agents (DMA) 

 
 
1. Applicability 
 
This Code of Conduct for DSA/DMA is for adoption and implementation by DSA/DMA while acting as 
agents/employees of the Company. This Code will apply to all persons involved in sales/distribution of 
any product/service of the Company. All DSAs/DMAs and tele marketing executives, field sales 
personnel, business development executives, employees, representatives and all persons must agree to 
abide by this code prior.  
 
2. Every DSA/DMA shall adhere to the code of conduct specified below: 
 

a) No misleading statements/misrepresentations permitted 
b) DSA/DMA should not - 

 Mislead the Customer/Borrower on any service / Loan Product offered; 
 Mislead the Customer/Borrower about their business or organization's name, or 

falsely represent themselves; 
 Make any false/unauthorized commitment on behalf of the Company for any Credit 

Facility/Loan Product. 
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c) Gifts or bribes/Kickbacks  
 DSA/DMA must not accept gifts from Customers/Borrowers or bribes/kickbacks 

whether in cash or kind. Any DSA/DMA offered a bribe or payment of any kind by a 
Customer/Borrower must report the offer to his/her management and the 
Company. 

 
d) Handling of letters & other communication 

Any communication sent to the Customer/Borrowers should be only in the mode and 
format approved by the Company. 

 
e) DSA/DMA shall not: 

 Induce the Customer to omit any material information in the proposal/application 
form 

 Induce the Customer to submit wrong information in the proposal form or 
documents submitted to the Company for evaluation 

 Behave in a discourteous manner with the Customer 
 

f) DSA/DMA shall: 
 Be responsible for all acts of omission and commission of its personnel 
 Ensure that all its personnel are properly trained, skilled and knowledgeable in the 

Loan Products they market 
 Take appropriate steps to maintain the security of confidential documents of 

Borrowers/Customers in their possession; 
 Be Compliant with Business Continuity Plan (BCP) norms as required by the 

Company from time to time  
 Ensure confidentiality of Borrower/Customer data and shall not disclose to any third 

party without the consent of Borrower. 
 Adhere and comply with all the processes & procedures laid down by the Company 

 
 

g) Telemarketing etiquettes for DSAS/DMAs and their personnel/agents 
 

 Pre call: 
(a) No calls prior to 0930 Hrs or post 1900 Hrs unless specifically requested. 
(b) No calling on lists unless list is cleared by a team leader. 
(c) No calling a person who has been flagged in any “Do Not Call” list 

 
 During Call: 

(a) Identify himself/herself, his/her company and request permission to proceed 
from the Customer. 

(b) If denied permission, must apologize and politely disconnect. He/she should 
state the reason for the call. 

(c) must always offer to call back on landline, if call is made to a cell number, and 
never interrupt or argue. 

(d) To the extent possible, must talk in the language which is most comfortable to 
the Customer, and keep the conversation limited to business matters. 

(e) must check for understanding of “Most Important Terms and Conditions” by the 
Customer if he/she plans to avail the Loan Product. 

(f) must reconfirm next call or next visit details. 
(g) must provide his/her telephone number, supervisor’s name or Company’s 

contact details if asked for by the Customer. 
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 Post Call: 

(a) Customers who have expressed their lack of interest for the offering should not 
be called for the next 3 months with the same offer, unless they express 
interest. 

(b) Provide feedback to Company on Customers who have expressed their desire 
to be flagged “Do Not Disturb”. 

(c) Never call or entertain calls from Customers regarding Loan Products already 
sold and must always advise them to contact the Company. 

 
 


