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中国农业银行债务催收政策要点

Key Points of Debt Collection Policy of Agricultural
Bank of China

中国农业银行股份有限公司（简称“本行”）严格遵守

《中华人民共和国民法典》、《中华人民共和国个人信息保

护法》等国家法律法规及《商业银行信用卡业务监督管理

办法》、《中国银行业协会信用卡催收工作指引（试行）》等

监管文件及行业规范要求，按照《中国农业银行个人逾期

贷款催收管理操作规程》、《中国农业银行金穗信用卡贷后

风险管理操作规程》、《中国农业银行线上小微企业信贷业

务逾期催收实施细则》（符合《中国农业银行小微企业信贷

业务管理办法》的其他信贷业务逾期催收工作，可参照本

细则执行），在债务催收过程中做好客户信息保密，要求催

收人员不得采取故意伤害、恐吓、威胁等不正当手段进行

清收。

Agricultural Bank of China Limited ("the Bank") strictly

complies with national laws and regulations such as the Civil

Code of the People's Republic of China, the Personal Information

Protection Law of the People's Republic of China, as well as

regulatory documents and industry standards such as the

Measures for the Supervision and Management of Credit Card

Business of Commercial Banks and the China Banking

Association's Guidelines on Credit Card Collection (Trial). In
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accordance with the Agricultural Bank of China's Operating

Procedures for Personal Loan Overdue Collection Management

and the Agricultural Bank of China's Operating Procedures for

Kins Quasi-Credit Card Post-loan Risk Management, and

Agricultural Bank of China's Implementing Rules for the Late

Collection of Online Micro and Small Enterprise Credit

Businesses (the overdue collection work of other credit

businesses in line with the Agricultural Bank of China's

Administrative Measures for Micro and Small Enterprise Credit

Businesses can be carried out with reference to these rules), we

ensure confidentiality of customer information during the debt

collection process and prohibit collectors from using improper

means such as deliberate harm, intimidation, or threats for

collection.

一、适用范围

I. Scope of Application

中国农业银行债务催收政策适用于本行全体员工及境

内各级机构，涵盖个人住房贷款、个人消费贷款、个人经

营贷款、信用卡、小微企业贷款业务等各类业务和产品。

The Debt Collection Policy of Agricultural Bank of China

applies to all employees and domestic entities at all levels of the

Bank, covering various businesses and products such as personal

housing loans, personal consumer loans, personal business loans,
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credit cards, small and micro enterprise loans, etc.

二、工作机制

II. Working Mechanism

1. 组织方式。本行按照“分工协同”理念，形成由前台业

务部门、后台管理部门多部门协同开展的催收组织方式，

依托催收系统，依据客户信用风险状况，有针对性开展远

程集中催收或属地催收。

1. Organization. The Bank follows the principle of

"division of labor and collaboration", establishing a multi-

department coordination mechanism involving front-office

business departments and back-office management departments.

Leveraging the collection system, the Bank implements targeted

remote centralized collection or localized collection based on

customers' credit risk assessment.

2. 还款提醒及催收方式。本行严格遵守法律法规要求，

根据客户实际情况和贷款产品特点开展“有温度的”差异化还

款提醒服务，包括贷款到期前和逾期后的还款提示。催收

方式包括短信通知、自动语音外呼、人工语音外呼、信函

催收、属地上门催收等，持续建立健全催收业务流程和催

收行为规范，加强催收人员管理，及时响应并妥善处理客

户诉求。

2. Repayment reminders and collection methods. The

Bank strictly adheres to legal and regulatory requirements
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providing customer-centric differentiated repayment reminders

tailored to customers' circumstances and loan product features,

including pre-maturity and post-overdue reminders. Collection

methods include SMS notifications, automated voice calls,

manual voice calls, letter-based collection, localized door-to-door

collection. The Bank continuously improves collection processes,

behavioral standards, and personnel management to ensure timely

and proper handling of customer inquiries.

3. 特殊情况处理。如遇自然灾害（如：地震、洪水等）、

公共卫生事件及社会安全事件等突发事件，本行将根据对

各类突发事件风险等级的划分情况，及时调整催收策略，

采取差异化的应对举措。

3. Handling of special circumstances. In response to

emergencies such as natural disasters (e.g., earthquakes, floods),

public health incidents, or social security events, the Bank adjusts

its debt collection strategies and implement differentiated

measures based on risk classification of such events.

三、消费者权益保护

III. Consumer Interests Protection

本行重视债务催收中的消费者权益保护工作，确保催

收工作合法合规有序进行。

The Bank prioritize consumer interests protection during

debt collection, ensuring compliance with legal and regulatory
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requirements.

1. 自行催收或委外催收过程中，严格落实消费者权益保

护工作要求，主动表明身份及意图，遵守基本礼仪。

1. In the process of self-collection or outsourcing collection,

the Bank strictly implements consumer interests protection,

ensuring collectors proactively identify themselves, state their

purpose, and adhere to professional etiquette.

2. 规范有序开展催收流程，不向联系人或者与债务无关

的第三方进行催收或透露借贷人贷款信息；不冒用行政机

关、司法机关等名义；不对借款人或担保人采取暴力、恐

吓、威胁、欺诈等不当手段；不违反法律法规、违背社会

公序良俗，损害社会公共利益等方式进行催收。

2. Debt collection process must be conducted in a

standardized and orderly manner, ensuring: No disclosure of

borrower loan information to unrelated third-parties or contacts; 

no impersonation of administrative or judicial authorities; no use

of violence, intimidation, threats, fraud or other improper means

against borrowers or guarantors; no violation of laws and

regulations, social order or public morals that harm public

interests.

3. 保护消费者信息安全，各级行催收人员应当按照个人

信息保护相关规定，处理消费者个人信息，坚持合法、正

当、必要、诚信原则，切实保护消费者信息安全权。

3. Protect consumer information security. Collection
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personnel at all levels shall handle consumer personal

information in accordance with relevant personal information

protection regulations, adhere to the principles of legality,

propriety, necessity, and integrity, and effectively safeguard

consumers' right to information security.

4. 持续加强委外催收管理，制定明确的工作要求与操作

规范，强化委外催收全流程管理和机构监督考核，要求严

格落实消费者权益保护和个人信息保护等要求。严格遵守

数据信息保密规定，各级行催收人员在个人贷款数据生成、

传递、报送、应用及存储过程中，不保存在办公网、生产

网以外的电子存储介质中。

4. Continuously strengthen third-party debt collection

management by establishing clear work requirements and

operational guidelines, reinforcing end-to-end management of the

third-party debt collection process, and implementing

institutional supervision and performance evaluations. Strictly

enforce compliance with consumer interests protection and

personal information protection requirements. Strictly abide by

data confidentiality regulations. Debt collection personnel at all

levels must not store personal loan data on electronic storage

media outside the Bank's office or production networks during the

processes of data generation, transmission, submission,

application, and storage.

5. 落实个人信息保护。逾期催收相关人员在采集、使用
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线上小微企业催收资料的过程中，须严格遵守本行关于数

据信息保密的有关规定，不得将催收相关资料保存在办公

网、生产网以外的电子存储介质中。

5. Implementation of personal information protection.

Personnel involved in overdue debt collection must strictly

adhere to the Bank's data confidentiality regulations when

collecting and utilizing online small and micro enterprise debt

collection-related data and shall not store such information on

electronic storage media outside the Bank's office or production

networks.

四、培训要求

IV.Training Requirements

本行定期开展催收相关人员专业培训。每年对各业务

条线客户经理和贷后管理人员开展个人贷款、小微企业贷

款风险管理培训，通过现场、远程等多种培训方式，内容

涵盖规范逾期催收相关的法律法规、政策、专业知识、行

为规范、系统应用、优秀案例以及投诉管理、个人信息保

护等。培训频率每年不低于一次，确保员工熟知相关法律

法规和内部政策，持续提升员工职业素养和专业能力。

The Bank conducts regular professional training for debt

collection-related personnel. This includes annual training

programs for all relevant customer-facing employees, such as

customer managers and post-loan staff across business lines.
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These programs utilize a mix of on-site and remote training

methods. The curriculum covers laws and regulations, policies,

professional knowledge, code of conduct related to standardize

overdue debt collection. It also includes system application, case

studies, complaint handling and personal information protection.

Training sessions are held at a minimum frequency of once

annually to ensure employees are well-versed in legal

requirements and internal policies. This approach aims to

continuously enhance their professional competence and

capacities.

对信用卡贷后催收相关员工开展催收专题培训，内容

覆盖规范化管理、投诉案例分析、法务催收实务、催收系

统新功能赋能、多元化纠纷解决、协商还款业务、科技外

包管理等。

Specialized training on credit card post-loan collection is

offered to all relevant staff, covering standardized management,

complaint case analysis, legal collection practices, new functions

of the collection system, diversified dispute resolution, negotiated

repayment operations, and technology outsourcing management.

本行将根据国家政策、监管要求、行业发展和内部情

况，对相关政策适时进行修订更新。

Agricultural Bank of China will periodically revise or update

relevant policies in accordance with national policies, regulatory
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requirements, industry development and internal operational

needs.
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