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Key Points of Debt Collection Policy of Agricultural

Bank of China
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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



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.
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I. Scope of Application

FEKVRATRSFERRKERN T ARATE2ERTLRIE
AEFNM, BaAEERH. MPAEERR., MAL
ERH. BAF. M LRRLFFERY S~ G,

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,



credit cards, small and micro enterprise loans, etc.
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1. Working Mechanism
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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.
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2. Repayment reminders and collection methods. The

Bank strictly adheres to legal and regulatory requirements



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.
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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.
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I11.  Consumer Interests Protection
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The Bank prioritize consumer interests protection during

debt collection, ensuring compliance with legal and regulatory



requirements.
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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.
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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.
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3. Protect consumer information security. Collection



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.
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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.
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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.
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V. Training Requirements
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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.



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.
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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.
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Agricultural Bank of China will periodically revise or update

relevant policies in accordance with national policies, regulatory



requirements, industry development and internal operational

needs.
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