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Collection process – overview

Collection activities will be performed when customers have an overdue on their repayment

obligation. The objective of the collections department is to start collection activities in very

early stages of the account being overdue and persuade the customer to repay the overdue

instalments and prevent the customer from going into a state of default. This activity is a major

focus area for the portfolio to behave well.

Some of the very critical activity with this team would be:

 Review accounts performance regularly, liaison and follow up with delinquent customers.

 Following up with customers to regularize their over-dues including overdue interest,

instalment and other irregularities.

 MIS by operations on the overdue bucket

 Initiation and managing the legal process as per the recovery policy.

 Coordinate with law enforcement agencies for recovery of bad loans.

 Coordinate with operations to resolve the operational delinquency and with the customer

service team for delinquency which has risen due to customer service issues.

1. Objectives

The objective of the collections strategy will be to organize

 Collection: follow up coverage for all workable delinquent accounts in a cost effective

manner.

 To focus collection resources in the early buckets and on risk accounts, to minimize flow

through in turn trying to re-habitat customer showing serious delinquency behaviour.

 Control risk from customers with history of serious delinquency.

 Reduce losses from write off portfolio.

Collection strategy must ensure that the above objectives are accomplished without

disrupting the service quality standards and conform to all legal, regulatory and internal policy

requirements.
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2. The collection process will be a mix between in-house calling by affiliate officers and field

visitations by affiliate officers/Managers and external agency employees. External agencies will

be appointed based on guidelines mentioned in the Vendor Management Manual. The stage of

delinquency and the amount at risk will largely determine the specific collection strategy.

3. Collection Manager will designate specific officers of the unit for carrying out various

responsibilities documented in this manual. These officers will be referred to as Designated

Officers in the relevant sections of this manual.

4. Delinquent accounts assignment to in-house & external collectors will be decided by the

Collection Managers and will be as per detailed guidelines contained in relevant parts of this

manual.

5. There are accounts which fall within the follow-up matrix but which need not be called.

These are called "Non Workable” and are defined as per Non workable policy.

6. Collection cycle, for each month, in terms of key event dates, will be circulated at the

beginning of each month. This will be monitored for compliance by the Collection Manager &

reasons for any exceptions will be documented.

7. Specific account: Assignment logic will be done based on strategy considering area, coverage

etc.

8. In-house collectors (both field/ Tele-callers) can refer accounts for visitation on a case by

case basis through the supervisor. Cases may be referred for field follow-up for the following

reasons.

- To establish contact in a no-contact case

- To accelerate / intensify follow-up etc.

- To follow up on a Promise to Pay or Broken Promise.

9. For certain defaulting accounts, if other collection efforts are not successful or not advisable,

due to sensitivities of relationship or adverse publicity, the Collection Manager will consider

initiating legal action as per guidelines contained in relevant parts of this manual.
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10. All external agencies will carry out collection follow-ups based on Status Cards which

provide customer details such as Address, Account Status, amount due, etc. and the follow up

details will be uploaded on system either by the agency / or the file can be sent to concerned

collection manager for necessary upload on system.

11. Collection units will track capacity requirements on a regular basis as per guidelines in

relevant section.

2. Policy on Collection Dues and Repossession of Security

Debt Collection Policy of the Bank is built around dignity and respect to customers. The

policy is built on courtesy, fair treatment and persuasion. The Bank believes in

following fair practices with regard to collection of dues and repossession of security

and thereby fostering customer confidence and long-term relationship.

1) The repayment schedule for any loan sanctioned by the Bank is fixed taking into

account paying capacity and cash flow pattern of the borrower.

2) Bank explains to the customer upfront the method of calculation of interest and how

the Equated Monthly Instalments (EMI) or any other mode of repayment will be

appropriated against interest, other charges and principal due from the customers.

Repayment could also be by equated quarterly instalments or at fixed instalments of

varying periodicity, interest being repaid separately or bullet repayments as per the

terms of the facility.

3) Bank would expect the customers to adhere to the repayment schedule agreed to

and approach the Bank for assistance and guidance in case of genuine difficulty in

meeting repayment obligations.

4) Bank’s Security Repossession Policy aims at recovery of dues in the event of default

and is not aimed at whimsical deprivation of the property.

5) The policy recognizes fairness and transparency in repossession, valuation and

realization of security.

6) All the practices adopted by the Bank for follow up and recovery of dues and

repossession of security will be inconsonance with the laws of land / practices and

procedures of Banking Industry.
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