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I. PURPOSE
MUC TIEU

The document aims to guide and establish the principles of Collections in a consistent and
detailed manner for all units participating in the management process based on the
understanding of the specificity of the work, and at the same time in accordance with the
internal operation books. This is to ensure that all overdue debts in the purchased portfolio are
handled efficiently and consistently, with the goal set by the Company.

Tai liéu nham hudng dan, thiét Idp cdc nguyén tdc hoat dong Quan 1y Danh Muc tin Dung
(OLDMTD) mét cdch nhdt qudn, chi tiét cho tat ca cdc don vi tham gia trong qud trinh
OLDMTD diea trén hiéu biét vé tinh déic thii ciia cong viéc, dong thoi phit hop véi cdc chinh
sdch hoat dong ndi b. diéu nay nham dam bao tdt ca cde khodan can thanh todn trong danh
muc dwgc giao dwge déu dwoc xik Iy hiéu qua va théng nhdt, voi muc tiéu ddt ra tie Cong ty

II. GENERAL PRINCIPLES
NGUYEN TAC CHUNG

The Collections Department complies with Circular 43/2016/TT-NHNN (amended and
supplemented by Circular 18/2019/TT-NHNN) on consumer lending activities, measures to
urge and recover debts in accordance with the characteristics of customers and the provisions of
law, in which measures to threaten, harassment and intimidation are prohibited and the total
number of payment reminders is a maximum of 05 times in 1 day for 1 phone number, the form
of payment reminder complies with the agreement in the credit contract of the Customer with
the lending company / Phong Quan Ly Danh Muc Tin Dung tudn thu theo thong tu
43/2016/TT-NHNN (sira déi, b6 sung béi thong tw 18/2019/TT-NHNN) vé hoat déng, bién phdp
dén déc, nhdn thanh todn phit hop v0’z ddc thi cua Khach hang va quy dinh cua phap ludt,
trong do cdc bién phap de doag, quay nhiéu, ham doa bj ngiém cdam va fong 56 lan nhdc thanh
todn t6i da & 05 ln trong 1 ngay déi véi 1 sé dién thogi, hinh thirc nhdc thanh todn tudn thi
thod thudn trong hop dong tin dung ciia Khdch hang véi cong ty cho vay

III.SCOPE OF APPLICATION
PHAM VI AP DUNG

This document applies to all employees of the Collections Department who are responsible for
encouraging and guiding customers to pay/ Tai Liéu nay dp dung cho tdt ca nhdn vién thudc
Phong Quan Ly Danh Muc Tin Dung chiu trdch nhiém khuyén khich, huéng dén khdch hang
thanh toadn.



I[V. ORG. CHART OF THE COLLECTIONS
DEPARTMENT

SO PO TO CHUC PHONG QUAN LY DANH MUC TIN
DUNG

COLLECTION DIVISION
COLLECTION HEAD

L |
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V. LEGAL PROVISIONS SHOULD BE
REFERENCED AND CITED

CAC QUY PINH VE LUAT NEN THAM CHIEU, VIEN
DAN



18/2022/tt-nhnn; amending and supplementing a number of articles of circular no. 09/2015/tt-
nhnn dated july 17, 2015 of the governors of the state bank of vietnam regulating debt purchase
and sale activities of credit institutions and foreign bank branches

18/2022/tt-nhnn; sica doi, bé sung mét sé diéu ciia thong tie s6 09/2015/tt-nhnn ngay 17 thang 7
nim 2015 ciia thong doc ngdn hang nha nieée viét nam quy dinh vé hoat dong mua, bdn ng cia
16 chitc tin dung, chi nhdnh ngdn hang medc ngodi

Decree 13/2023/ND-CP on personal data protection issued by the Government takes effect
from July 1, 2023 with some notable highlights as follows

Nghi dinh 13/2023/ND-CP bao vé dit liéu ca nhdan do Chinh phi ban hanh co hiéu luc tir ngay
01/7/2023 véi mot s6 diém néi bat ddng chit y sau day

Circular 06/2023/tt-nhnn amending and supplementing a number of articles of circular no.
39/2016/tt-nhnn dated december 30, 2016 of the governor of the state bank of vietnam
regulating lending activities of credit institutions and foreign bank branches to customers
Théng tw 06/2023/tt-nhnn sira d6i, bo sung mét sé diéu cia théng tw sé6 39/2016/tt-nhnn ngay
30 thdng 12 nim 2016 ciia thong doc ngdn hang nha meée viét nam quy dinh vé hoat déng cho
vay ciia 16 chikc tin dung, chi nhdnh ngdn hang medc ngodi déi voi khdch hang
https://m.thuvienphapluat.vn/van-ban/Tien-te-Ngan-hang/Thong-tu-06-2023-TT-NHNN-sua-
doi-Thong-tu-39-2016-TT-NHNN-cho-vay-cua-to-chuc-tin-dung-518149.aspx

The credit institution and the customer agree on the order of collecting the principal and
interest of the loan. For loan debts that are overdue, credit institutions shall comply with
the order of principal debt collected first and interest debt collected later. For a loan
debt with one or several overdue repayment terms, the credit institution shall collect the
debt in the order of collecting the overdue principal, collecting interest on the overdue
and unpaid principal, collecting the due principal, collecting the interest on the principal
which is due and not yet paid

T6 chitc tin dung va khdch hang théa thudn vé thir tw thu no goc, 1di tién vay. Poi voi
khoan ng vay bi qua han tra no, 16 chitc tin dung thyec hién theo thir tuy ng gé'c thu

trude, no ldi tién vay thu sau. Déi véi khodan no vay co mot hodic mot 56 ky han tra ng bi
qua han, 16 chire tin dung thuc hién thu ng theo thir ty thu no gé'c da qua han, thu no ldi
trén no gé'c qud han chua tra, thu ng go”'c dén han, thu no 1di trén no gé'c ma dén han
chua tra

VI. COLLECTIONS DEFINITIONS
DINH NGHIA QUAN LY DANH MUC

After the portfolio is purchased, the Collection Division shall carry out management based on
the Collections Process, which includes receiving the portfolio, evaluating, allocating,
processing, and reminding payment based on the outstanding debt of each credit contract on the
portfolio. The process is always continued until the customer fulfills the payment obligation
according to the terms of the contract signed with the finance company or bank, or other
agreement approved by the Company's Board of Directors from time to time

Sau khi danh muc dwoc mua vé, B¢ phan quan 1y danh muc tin dung thiec hién cong tdc quan 1y
duea theo Quy trinh quan 1y danh muc tin dung & qud trinh bao gom tiép nhédn danh muc, ddnh
gid, phdn b6 va xi Iy, nhdc nhé thanh todn dwa trén duw no chiea hoan tdt thanh todn cia méi



hop dong tin dung trén danh muc. qud trinh luén duwgc tiép dién dén khi khdch hang hoan thanh
nghia vu thanh todn theo diéu khodn trén hop dong da ky két v6i cong ty tai chinh hodc ngan
hang, hodc thoa thudn khdc dwoc chap thudn béi Ban Giam Doc ciia Cong ty theo tirng giai doan

VII. REGULATION AND SCOPE OF WORK
QUY CHE VA PHAM VI NGHIEP VU

A. Collections Head
Truwong Phong Quan Ly Danh Muc Tin Dung

e Bdo cdo dén Phé Tong Gidm Péc Cong tyl Report to Deputy General Director

e Manage the operation of the Collections Division to ensure continuity and continuity /
Qudn ly hoat déng cia phong Quan Iy Danh Muc tin dung (QLDMTD) dam bdo tinh
xuyén suét va lién tuc

e Responsible for the activities of the Collection Division/ Chiu trdach nhiém cdac hoat
dong cua truc thugc Phong quan ly tin dung

e Assign tasks to each subordinate department effectively and reasonably to each period/
Phdn céng nhiém vu dén tieng bo phdn triee thugc hiéu qua va hop Iy dén tirng thoi ky

e Manage Collections strategies to ensure the most effective recovery efficiency,
including reward calculation and emulation strategies from time to time /Qudn Iy chién
lwoc Quan tri danh muc tin dung nham dam béo hiéu qua thu héi hiéu qua nhdt bao
gom cdc chién liwge tinh thuong va thi dua theo tiemg thoi ky

e Effectively manage the human resources of the Division /Quan tri nguon nhén luc ctia
Phong mot cach hiéu qua

e Ensuring the Division strictly compliance with the company's internal regulations and
legal regulations/ Ddm bdo tinh tudn thi chdt ché cua Phong doi voi ndi quy cong ty va
quy dinh Phap Ludt

e Managing the activities of external partner related to Collections, including law firms,
partners performing the management of the credit portfolio in cooperation with the
Company/ Qudn 1y hoat déng ciia doi tac lién quan dén cong taic QLDMTD , bao gom
cdc vin phong ludt, doi tdc thiee hién viéc cong tac quan Iy danh muc tin dung hop tdc
voi Cong ty

e Manage Portfolio allocation strategy/ Quan Iy chién lwge phdn bé Danh muc

e Evaluate the portfolio by segment, situation, and allocate the portfolio internally and to
partners/ Ddnh gia danh muc theo phdn khiic, tinh hinh, phdn b6 danh muc cho néi bo
va doi tac

e Evaluate the capacity of partners and balance the portfolio, change accordingly from
time to time / Pdnh gid néng luc ciia doi tdc va can doi danh muc, thay doi phit hop



theo tirng thoi diém

B. Collection Planning and Support Team
Bo phan ké hoach va hé tro QOLDMTD

Report to the Head of Collections Department/ Bdo cdo dén Trudéng Phong Quan 1y danh muc

tin dung
1

Management of the process and regulations of the Collections

department

Quan Iy quy trinh, quy ché phong quan Iy danh muc tin dung

2.

Coordinate with relevant departments and departments inside and outside the
Collections Department to draft and complete the operation process and
regulations of the Department and the Management Division

Phéi hop véi cdc Phong, Bé phdn lién quan trong va ngodi Phong Quan 1y danh
muc tin dung (QLDMTD) Soan thdo, hoan thién quy trinh, quy ché hoat dong cia
Phong, By phdn QLDMTD

Regularly inspect and review the company's regulations, ensure that the processes
and policies are updated, in accordance with the current operation of the
COLLECTIONS

DPéu din kiém tra, ra sodt quy chudn ciia cong ty, dam bdo quy trinh, chinh sdch
duoc cdp nhdt, thé hién dung voi cong tdc van hanh hién tai cua Phong
QLDMTD

Ensure that processes, regulations, and instructions are stored and disseminated in
a timely manner to relevant departments

Badm bdo quy trinh, quy ché, huéng déan dwoc leu trit va phé bién kip thoi dén cdc
bo phdn lién quan

Supporting the development, coordination of management of, system

projects related to Collections

Hé tro phdt trién, quan tri, phéi hop quan 1y cdc dw dn, hé théng lién quan
dén Phong QLDMTD

Coordinate with Departments of the COLLECTIONS to record, update and
develop requirements related to the system and application/ Phéi hop vdi cdc Bo
phdn ciia Phong QLDMTD dé ghi nhén, cdp nhdt, phdt trién cdc yéu cau lién
quan dén hé thong, vmg dung

Collating, inspecting, ensuring that the requirements are not duplicated / Péi sodt,

kiém tra, dam bao yéu cau khong tring lip,



=  Ensure that there is a request for approval from the authority level/ Bam bdo yéu
cau ¢é suw chdp thudn tir cdp cé thdm quyén

»  Review requirements to ensure correctness, rigor, and no conflict of features of
the requirements/ Ra sodt yéu cau dam bado tinh ding ddn, chit ché, khong xung
dot tinh ndng cia yéu cdu

»  Ensure that the feature is checked, tested and agreed to be applied by the
Requester and the user/ Pdm bdo tinh ning dwoc kiém tra, thir nghiém va dong y
thod nhu cdu dp dung tir Ngueoi yéu cau, nguedi diing

* Management of the management system to optimize features and performance/
Quan tri hé théng QLDMTD nhdm 61 wu tinh néing, hiéu sudt

*  Manage users, decentralize the system of users at all levels under the Collection
/Quan ly user, phdn quyén hé théng ciia cdc cdp ngueoi ding truec thuéc phong

OLDMTD

3. Manage the allocation of records on the system
Qudn 1y viéc phdn bé hé so trén hé thong
= From the attribution strategy, create the corresponding campaign on the system /7ir
chién lwgc phdn bo, tao chién dich tiong ttng trén hé théng
= Update the list allocation on the system for agents / Cdp nhdt phdn b6 danh muc

1rén hé théng cho tong dai vién

4. Management and Development of Bonus Calculation Program for
Collections

Qudn 1y va Phdt trién chwong trinh tinh thuéng cho Phong QLDMTD

=  Propose a plan to pay bonuses to the Collections on the analysis of data, indicators,
and other relevant parameters to the Head of the Collections Department and
competent authorities for decision/ Pé xudt ké hoach tra thiéng cho Phong
OLDMTD duea trén phan tich sé liéu, chi tiéu, va cdc thong sé lién quan khdc dén
Truong phong QLDMTD va cdc cdp cé tham quyén quyét dinh

*  Calculate performance, bonuses, and emulation policies of Collections every month
ITinh todn hiéu sudt, tién thiong, va cdc chinh sach thi dua cho Phong QLDMTD
moi thang

= Support to synthesize and compare and update monthly bonus payment data / Hb
tro tong hop déi sodt, cdp nhat dir liéu chi tra thuéng hang thang

*  Coordinate with partners, support to solve questions to ensure the best operation for
the Collections Department / Phéi hop vdi déi tdc, hé tro gidi quyét cdc thdc mdc
dam bdo vdn hanh tét nhat cho Phong QLDMTD



*  Managing forms and settlement letters sent to customers in compliance with
internal regulations and law / Quan tri cdc mdu, thie tdt todn giri dén khdch hang
tudn thu quy dinh ndi quy va tudn thu phap ludt

5. Collections Quality Control and Training
Kiém Sodt Chdt Lwong QLDMTD va Déao Tao

- Evaluate the quality of customer consultation calls through a comprehensive frame
of call attitudes and structure / Pdnh gid chit lwong cudc goi tw van khdch hang
théng qua khung diém bao qudt vé thdi dg, cdu tric cudc goi

- Report (post-check) the quality framework to the management level of Collections
Planning and Support / Bdo cdo (hdu kiém) khung chdt lwong dén truéng phong Ké
hoach va hé tro QLDMTD

- Update the regulatory framework for violations, disciplinary forms and submit them
to the management level for consideration and approval to support the disciplinary
management of the Collections /Cdp nhdt khung quy dinh vi pham, hinh thicc ky ludt
va trinh cdp quan 1y xem xét phé duyét nham hé tro cong tdc quan 1y ky ludt cia
Phong QLDMTD

- Undertake the function of initial training, soft skills, products to new employees of
Collections / Pam nhiém chirc néiing dao tao ban dau, kj ndng mém, san pham dén
cdac nhdn vién maoi cua Phong QLDMTD

- Retrain students who have not mastered the theory or update and popularize new
knowledge related to the company's regulations and regulations / Dao tao lai cdc
tong dai vién chwa ndm vieng Iy thuyét hodc cdp nhdt, phé cdp cdc kién thirc méi
lién quan dén quy ché, quy dinh céng ty ciia cdc ban tong dai vién

- Receive Inbound call, record request and report result on email/ Tiép nhdn théng tin

cugc goi den line Cong ty ghi nhdn lai va bdo cdo két qua trén email

C. Tele Collection Department

B Phdn Téng dai QLDMTD

After the contract is allocated, the Call Center staff of the Management Department will follow
the priority strategy of the team leader and department head from time to time to carry out daily

work and then save the results on the system corresponding to the results of customer contact/

Sau khi hop dong dwoc phdn bé, Nhén vién Tong dai thuoe Phong QLDMTD sé dua theo chién



lirgc ey tién cia trudng nhom, triedng phong theo tieng thoi diém dé tién hanh cong tac hing

ngay va sau dé leu lai két qua trén hé thong tuong img voi két qua lién hé khdch hang.

1. Scope of Work of CollectionsTeam Leader/ Supervisor/

Pham vi nghiép vu Truong nhom/ Gidm sdt QLDMTD

Operations management of the group of agents under charge / Quan Iy vdn hanh
nhom Téng dai vién truc thudc

Manage and ensure compliance with company rules and legal regulations/ Quan
ly va dam bao tinh tuan thu ndi quy cong ty va quy dinh phap luét

Subordinate human resource management, personnel planning, reasonable
recruitment / Qudn tri nhdn luc truc thujc, lén ké hoach nhan su, tuyén dung
hop Iy

Directly handle violations according to company regulations / Truc tiép xir Iy
cdc vi pham theo quy dinh cong ty

Responsible for assigned targets and targets of affiliated groups/ Chiu trdch
nhiém chi tiéu dwroc giao va chi tiéu cua nhom tryuc thudc

Organize employee work schedules / Scip xép lich lam viéc ciia nhdn vién
Collaborate with stakeholders to manage customer contact quality / Phoi hop vdi

cdc bén lién quan dé quan Iy chdt leong lién hé khdch hang

2. Scope of Work of Tele Collector (Caller/Agent)
Pham vi nghiép vu Tong dai viéen QLDMTD

Contact customers in the assigned portfolio / Lién hé khach hang trong danh
muc duoc giao

Reminders to support customers to pay / Nhdc nhé hé tro khdch hang thanh
fodn

Record customer contact results information on the system / Ghi nhdn thong tin
két qua lien hé Khdch hang 1én hé thong

Coordinate and contribute ideas to ensure effective debt collection / Phdi hop,
dong gop y kién nham dam bao thu hoi ng hiéu qua
Plan and organize the implementation of professional work and progress reports

/ Lén ké hoach va to chikc thiee hién cong tdac chuyén mon va bao cdo tién do

duroc



3.

Cac

il.

iii.

iv.

vi.

Vii.

4.

The Prioritization Strategies are as follows

Chién lwgc thir tw wu tién tham khao nhw sau

High and Low —>Principal Balance / Du ng géc Cao = Thdp/

Tinh trang cudc goi c6 két qua lién lac dugc gén nhét/ The status of the call with
the most recent contact result

The status of the most recent payment/ Tinh trang Khdch hang cé thanh todn
gan nhat

The status of the last customer with a payment promise/ Tinh trang khach hang
c6 hira thanh toan gan nhét

In case there is a record of a callback / Truong hop cé ghi nhan goi lai

In case of unable to contact / Trudong hop chua goi duoc

In case of fail to contact/ Truong hop khong lién lac duoc

Announcements and indentify

Théng bdo va tim hiéu

As soon as the customer is contacted, the call center staff informs the customer
about the status of the loan and the amount needed to pay, and find out the reason
why the customer has not paid, in case of difficulties, it is necessary to notify the
direct management for support/ Ngay khi lién hé duoc khdch hang nhén vién tong
dai théng bdo véi Khdch hang vé tinh trang cia khodn vay va sé tién can thiét @é
thanh tod, v tim hiéu 1y do khdch hang chiea thanh todn, trieong hop gap khé khan,

cdn thong bdo dén cdap quan Iy truc tiép dé cé su ho tro.

5. Negotiating

Dam phdn, thuong thdo

®

The call center staff negotiates with the customer on the plan to pay the overdue
amount early, and at the same time explains the consequences that customers may
encounter from late payment or prolonged overdue. For situations beyond
competence, it is necessary to report to the team leader for support / Nhdn vién tong
dai thwong licong dé thong nhdt véi khdch hang vé phwong dn thanh todn sém

khodn qud han, dong thoi gidi thich cdc hdu qua khdch hang cé thé gap phdi tir viéc



chdm thanh todn hodc kéo dai qud han. Péi véi tinh hudng vueot thédm quyén, can
bdo cdo [én trueong nhom dé duwoc hé tro.

+ Note: absolutely do not promise cases beyond competence, these situations must be
authorized by the competent authority in writing, or a clear email./ Luu y: tuyét doi
khéng hita hen cdc trircong hop vueot thdm quyén, cdc tinh hudng nay phai dicoc sw

cho phép cua cdp cé tham quyén bang van ban, hodc thu dién tir r0 rang.

6. Searching and exploring

Tim kiém va tham do:

+ In the event that the Customer cannot be contacted or the Customer avoids contact,
the Customer's contact information search may be applied depending on the
Company's policy (updated) from time to time, may be applied according to the
system or tool conducted by the Company in the provisions of the current law/
Céng tdc dieoc tién hang khi roi vao Truong hop khong thé lién lac véi Khdch hang
hodic Khdch hang tranh né lién lac, cong tdc tim kiém thong lién lac cia Khdch
hang c6 thé dwoc dp dung tuy vao chinh sach cia Cong ty (cdp nhdt) theo tirng thoi
ky, ¢6 thé dp dung theo hé thong hodc cong cu dirgc Cong ty tién hanh trong quy
dinh cua Ludt hién hanh.

4+ Note: it is not allowed to remind debts, disclose the Customer's loan information to
unrelated 3rd parties, only ask for customer information and always keep a polite
and polite attitude when asking for information related to customers/ Liru y: khong
dege phép nhdc no, lam 16 thong tin vay cua Khdch hang véi cdc bén thir 3 khong
c6 lién quan, chi héi théng tin khach hang va ludn giit thdi do nhd nhan, lich sw khi

héi théng tin lién quan dén khdch hang

7. Instructions for handling calls

Huwdng ddn xir [y cudc goi

The instructions including call scripts, call scenario and solutions scale which are
prepared and responsible by the Team Leader, Supervisors of Tele Collection. The
call for guidance must be acted upon by law/ Hieéng déan cudc goi bao gom kich
ban, tinh huéng va thdp gidi phdp do Truong nhém, Gidm sat bg phdn QLDMTD

qua dién thoai quan 1y va bién soan va chiu trach nhiém. Hudng dan cudc goi phai



duge xem xét va phé duyét béi cac Cdp Lanh Pao cé tham quyén va tudn thi quy

dinh phap ludt hién hanh.
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2. Stipulate additional customer contact information on the system

Quy dinh thém théng tin lién lac ciia Khdch hang trén hé thong

During the negotiation process, the operator obtains more contact information of the
customer, who has a relationship with the customer. This information needs to be
updated to the system to ensure the administration and control of customer
information security in accordance with the law./ Trong qud trinh dam phdn, tong
dai vién c6 dwgc thém thong tin lién hé cia khdch hang, nguedi ¢é moi quan hé véi
khdch hang. Cdc théng tin nay can phdi dicoc cdp nhdt 1én hé thong dé dam bdo
cong tdc quadn tri va kiém sodt bao mdt théng tin khdch hang theo quy dinh phap ludt

The process will be updated and attached in the next version of the Regulation on the
Department of Land Management/ Quy trinh sé duoc cdp nhdt va dinh kém trong
phién ban tiép theo ciia Quy ché phong OLDMTD

3. The process of receiving calls and handling requests and complaints
from customers

Quy trinh tiép nhdn cudc goi va xir [y yéu cau, khiéu nai tir khdach hang

Complaints and questions from customers are one of the important feedbacks as well
as evidence to evaluate the quality of calls and activities of the Collections, thereby
identifying shortcomings and weaknesses that need to be improved in the daily work
of the division./ Khiéu nai va théiic mdc tir Khdch hang la mot trong nhitng phan hoi
quan trong ciing nhir la bang chitng dé danh gid chdt lirong cude goi, hoat dong cua



phong QLDMTD, qua dé nhdm xdc dinh cdc thiéu sét va diém Yéu cdn cdi thién
trong cong tdc hang ngay cua phong.

Complaint inquiries can be received through email, a call to the company's hotline,
or a direct call to the credit portfolio management department. Every content coming
from customers must be received and handled professionally. All employees of the
Collections must be responsible for cooperating and supporting relevant departments
to handle customers' questions and complaints quickly and effectively / Cdc thdc
mdc khiéu nai c6 thé nhan thong qua email, cudc goi dén dwong ddy néng ciia cong
ty, hodic goi truec tiép dén bo phdn QLDMTD. Mbi néi dung dén tir khach hang phdai
dugc tiép nhdn va xir Iy chuyén nghiép. Tét cd nhan vién thudc Phong QDMTD phdi
co trdach nhiém hop tdc va hé tro cdc Bo phdn lién quan dé xir ly thic méc khiéu nai
ctia Khdch hang nhanh chéng, hiéu quad nhdt.

In case the complaints are directly related to the Collections, they should be handled
carefully, appropriately, promptly, and in close coordination with relevant
departments. As soon as receiving requests and questions related to customers, the
information receiving department needs to respond to customers about receiving
information and requests, from which it is necessary to record them on the system
and email to relevant teams to coordinate and handle requests from customers/
Truong hop cdc khiéu nai c6 lién quan truc tiép dén bé phdn QLDMTD, can dwoc
xir Iy thén trong, phit hop, kip thoi, va c6 swe phoi hop chdt ché véi cdc bg phan lién
quan. Ngay khi nhén dwgc yéu cau, thic mdc lién quan dén khdch hang, bé phén
tiép nhdn théng tin can phan hoi véi Khdch hang vé viéc tiép nhdn thong tin, yéu
cau\, tic dé can ghi nhdn 1én hé thong va email dén cdc nhém lién quan dé phoi hop
xit Iy tot yéu cau tir KHdch hang.

[The process will be updated and attached in the next version of the Regulation of
the PMU] / [Quy trinh s& duoc cdp nhdt va dinh kém trong phién ban tiép theo ciia
Quy ché Phong QLDMTD]

Quy tic Ung XU

The Code of Conduct includes codes of conduct and professional duties as well as
strict regulations on the daily management of the list of all Collection employees B
quy tdc teng xi bao gom cdc quy téc g xit, nghiép vu ciing nhur quy dinh chdt ché
quy pham trong hoat dong quan 1y danh muc hing ngay cia toan bg nhan vién thudc

Phong QLDMTD.

The Code of Conduct will be updated from time to time. Please see the attached

regulations Bg quy tdc sé dwoc cdp nhdt theo tirng thoi kp. Vui long xem quy dinh

dinh kém

CAM KET THYC CODE OF
HIEN QUYTAC UNG : CONDUCT _ENGLISH



5. Assessment Regulations and Framework for Handling Violations

Cdc Quy Dinh Pdnh Gid va Khung xir Iy vi pham
a) Scorecard for Call Evaluation/ Bang danh gicd cudc goi
Call assessments will be conducted daily, evaluated and reported regularly to support
the management and implementation of management to prevent risks of violations in
call center operations Viéc ddanh gia cugc goi s€ duoc tién hamh méi ngay, danh gia va
bdo cdo déu déin nham hé tro viéc quan Iy va thuec thi cong tdc quan tri phong trdnh rii
ro vé cdc vi pham trong hoat dong tong dai

Scorecard COC
7.2.2025.xIsx

b) Regulations on handling of violations / Quy dinh xtr ly vi pham

Regulations on handling violations are promulgated and updated to monitor and
sanction acts that are not allowed to be performed. regulations are updated from time to
time of operation of the company / Quy dinh xit Iy vi pham diwgc ban hanh va cdp nhdt
dé gidm sdt va ché tai cdc hanh vi khong dwoc phép thuc hién. quy dinh dwoc cdp nhdt
theo tirng thoi diém van hanh ciia cong ty

iz

QUY TAC UNG XU &
XU LY VI PHAM.docx



