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Code of Conduct

It is our constant endeavour to respect and care for the customers by maintaining
confidentiality, providing quality service and ensuring highest levels of
professionalism at all levels. To ensure that it is understood by all, within the
collection team, employee or otherwise, the following code of conduct is to be
adopted by the Bank and its authorized representatives.

o The Bank would respect the privacy of its borrowers. The customer would be
contacted ordinarily at the place of his/her choice and in absence of any specified
place, at the place of his/her residence and if unavailable at his/her residence, at
the place of business/occupation. Identity and authority of persons authorized to
represent Bank for follow up and recovery of dues would be made known to the
borrowers at the first instance. The Bank staff or any person authorized to
represent the Bank in collection of dues or/ and security repossession will identify
himself/ herself and display the authority letter issued by the Bank on request.
Normally the Bank's representatives will contact the borrower between 0700 hrs
and 1900 hrs, unless the special circumstance of his/her business or occupation
requires the Bank to contact at a different time. Borrower's request to avoid calls at
a particular time or at a particular place would be honoured as far as possible.
Inappropriate occasions such as bereavement in the family or such calamitous
occasions will be avoided for making calls/visits to collect dues. The collection
process is based on courtesy, fair treatment and gentle persuasion. The Bank will
not use undue harassment or physical force to facilitate collections. Decency and
decorum is to be maintained during customer visits.

e The Bank is committed to ensure that all written and verbal communication with
its borrowers will be in simple business language and bank will adopt civil
manners for interaction with borrowers. The Bank will document the efforts made
for recovery of dues and copies of communication sent to customers, if any, will
be kept on record. The customer would be provided with relevant information
regarding the outstanding amount to enable discharge of dues. All assistance will
be given to resolve disputes or differences regarding dues in a mutually
acceptable and in an orderly manner.
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¢(dicicl Bank

Madam/Dear Sir,

Reminder for payment of ¥ XXXX overdue in your Loan

Agreement XXXXXXXXXXXXXXXX

We wish to inform you that as per our records, your account
has dues outstanding of ¥ XXXX as on DD/MM/YYYY, the

break-up of which is:

e EMI of ¥ XXXX

e Cheque/Auto-Debit/ECS return charges of ¥ XXXX

e Late Payment charges of ¥ XXXX

Please make this overdue payment immediately. You may simply
walk into any ICICI Bank branch and make payment in cash.

We wish to inform you that your case has been referred to
ICICI Bank's authorized tele-calling agency, XXXXXX XXX
XXXXXXXX XXX (TEL NOS. :XXX-XXXXXXXX ) for the month
of MMM, YYYY and that their employee(s) would call you.
On giving them your consent to make payment, an ICICI
Bank approved pick-up agency executive will visit you to
collect your payment.

If it happens that you have already made the payment, please
ignore this notice.

If you have any grievance or seek further clarification with respect to
this notice / our recovery process, please do the following

e Call our dedicated phone numbers (mentioned at back side)
assigned to your city/town on any business day between 10 a.m.
and 8 p.m.

e Use 172 , the fast dialing number. A debt service official of ICICI
bank will respond and assist you. N

o Take a service request number(SR No.) from the official.
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This notice is issued without prejudice to any and all of our rights véSted in terms and conditions governing the facility.
Looking forward to your co-operation in helping. us serve you better.
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Sincerely.
For ICICI Bank Ltd. / ClI Bank Limited Disha Financial
( / .0.Box No. 36 Counselling
Vashi P.O. Navi Mumbai Your friend in need.Call
400 703 us for More details.

Authorized signatory

Grievance Redressal/Complaints/Escalations : In the event you
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re not satisfied with our services ,you may register your grievance by:
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Visit "Complaint Form " at www.icicibank.com Call our 24 hour customercare number
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Mr. Shiva Kumar Tadikonda, Nodal Officer

ICICI Bank Limited, ICICI Phone Banking Center,

ICICI Bank Tower, 7th floor, Survey no: 115/27, Plotno. 12,
Nanakramguda, Serilingampally, Hyderabad - 500032.

For redressal of any unresolved grievances you may write to:

In all your communication with us, please indicate your Loan Account Number
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We wish to draw your attention specifically to the following:

e Non-payment of dues may impact your credit history since we share
your payment details with credit bureaus.

® Do remember to obtain an official receipt for any payment that you make.

e If the payment is being made through an agent, please check the validity
of the receipt issued by the agent. Ensure that it carries the ICIClI Bank
hologram.

® Verify the identity of the agent visiting you.

o Do match the names of the agency and agent indicated on the
receipt with the ID card of the agent you are dealing with.

® Collection agents are authorized only to collect payments; they are
not authorized to negotiate with or promise you any waiver.

® Please approach ICICI Bank employees for settlement of your
account. Ensure that you are given a settlement letter when making a
payment.
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Registered Office :Race Course Circle, Vadodara 390 007, India

"IMPROVE CREDIT WORTHINESS, REPAY ON TIME!!

ICICI Bank reports monthly loan/credit card repayment status of all customers to Credit Information Bureau India Ltd. Please
clear your dues at the earliest to improve your repayment track record."






