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1. General terms
 1.1. Present Code of Ethics of the National Association of Professional Collection Agencies (hereinafter –  Association, NAPCA) sets standards and regulations of activities by repayment of debts of individuals (actions directed on repayment of debts of individuals) carried out by the members of NAPCA, as well as principles of interaction with debtors – individuals - in the process of taking actions aimed on repayment of debts.

1.2. The terms of the Code are obligatory for all members of NAPCA.

1.3. Standards, rules, and principles set out in the Code are based on the current legislation of the Russian Federation and compliance with the rules of business ethics and the international standards of activities by debt collection individuals.

2. Requirements to the members of the Association
2.1. Member of the Association must be registered in the manner prescribed by law in the form of business entity, constituent documents of which contain the indication to the implementation by a member of the Association of activities for debt recovery (debt collection).

2.2. Member of the Association must have hardware and software which appropriate to the requirements established by the legislation of the Russian Federation, as well as allowing activities by debt recovery at a high professional level.

2.3. Member of the Association must conclude a liability insurance contract for damages to third parties while carrying out of activities by debt recovery.

2.4. Member of the Association cannot be a legal entity in respect of which were taken the decision on the elimination or the introduction of procedures applied in business about bankruptcy. 

2.5. Member of the Association must have a website in the information-telecommunication network "Internet", e-mail address which includes the domain name, the rights which belong to the member of the Association.

2.6. Member of the Association should be included to the register of operators processing personal data in the manner prescribed by the Federal law "On personal data".

2.7. Members of management bodies of the Association member and its employees must comply with the requirements established in Section 3 of this Code.

2.8. Member of the Association must have a license of activities for technical protection of confidential information.

3. Requirements for members of management bodies and employees of the Association member
3.1. Founder, participant, shareholder, member of the Board of Directors (Supervisory Board), member of the collegial Executive body, sole Executive body of the Association member cannot be a person:

1) having removed from or outstanding convictions for crimes against persons, crimes in the sphere of economy or crimes against the state and public security;

2) in respect of which has not expired term during of which this person is subject to administrative punishment in form of disqualification.

3.2. An employee of a member of the Association engaged in direct interaction with a debtor, cannot be a person with removed from or outstanding conviction for crimes against persons, crimes in the sphere of economy or crimes against the state and public security, as well as a person, recognized incapable or partially capable.

4. Common standards and rules of activity of the Association members
4.1. Each member of the Association is obliged to conduct its activities in strict accordance with the legislation of the Russian Federation, terms of this Code, European and international legislation which are applicable to the activity of debt collection, legal acts of international associations, the member of which NAPCA is.

4.2. Member of the Association is forbidden to commit acts that may harm the business reputation of other members of the Association, as well as the market of debt collection in general.

4.3. Member of the Association is obliged to ensure a high level of professionalism of its employees and to recruit mostly individuals with appropriate experience and (or) knowledge in the field of debt collection or in related fields, such as the provision of financial, legal services, insurance services. Member of the Association should provide regular and timely training and professional development of their employees. 

4.4. Member of the Association is obliged to ensure that the person performing direct interaction with a debtor on behalf of the member of the Association is the employee of the Association member who has concluded an employment contract with him.

4.5. In the process of implementing direct interaction with the debtor in the form of telephone conversations a member of the Association is obliged to use only the subscriber number allocated to it under the relevant agreement concluded between the Association member and the telecom operator. Member of the Association is forbidden to use technical means to hide the information about a telephone number from which call or message is routed to a debtor.

4.6. Member of the Association should maintain a list of employees whose functions are the implementation of direct interaction with debtors, as well as employees which have an access to the information about debtors and their debts.

4.7. Member of the Association must have a license for activities for technical protection of confidential information, if a member of the Association implements such activity.

4.8. Member of the Association is obliged to develop and approve:

- scenarios in which employees of the Association member can interact with debtors, including scripts of negotiation face-to-face, scripts of telephone conversations;

- templates of telegraphic messages, text, voice and other communications which sent to a debtor through telecommunication networks, including mobile telephone communications;

- templates of mail which sent to debtors.

Member of the Association is obliged to use only approved scripts and templates.

4.9. Member of the Association should:

- create and maintain the structural subdivision exercising control of the quality of services, which should obey the authority (authorities) of the office of member of the Association, 

- to develop internal documents which should regulate the activities of the subdivision responsible for monitoring of the services quality.

4.10. Member of the Association is forbidden to use in its name or the name of its divisions, the official names of state bodies and bodies of local government, including acronyms that can mislead a debtor regarding the powers of the Association member or its structural divisions (e.g., District Department of Internal Affairs - DDIA, Ministry of Internal Affairs - MIA, Internal Affairs Department - IAD, Administration of the Ministry of internal Affairs - AMIA, Department of the Ministry of internal Affairs - DMIA, etc.). Member of the Association is forbidden to use in its name or the name of its divisions information about formation and implementation activities in a certain area or people of a certain nationality that can be perceived by debtors as a threat of harm. 

4.11. Employees of the Association member is strictly forbidden to introduce themselves as a staff of state authorities or local governments and/or their representatives. Member of the Association is forbidden to mislead debtors using documents simulating official documents of state bodies (court summons, special forms of documents which are used in the process of enforcement proceedings, etc.)

5. Standards and rules of work with information
5.1. During the process of implementing its activities, the Association member is obliged to provide to the customers and debtors accurate information about itself and its activities; during the process of communication with a debtor employee of the Association member is obliged to name the full title of the company which is a member of the Association. The introduction of the clients and debtors of confusion is not allowed.

5.2. Member of the Association has the right to seek, receive, impart and disseminate information only as authorized by law. Member of the Association has the right to use the information which the debtor is made public by posting it for informational purposes to an indefinite number of persons (including in the information and communication system "Internet"), disclosure of personal data and information constituting the private life of a debtor is not allowed. 

5.3. Member of the Association is obliged to ensure the protection of information constituting a state, commercial, official secret and other information, protection of which is stipulated by law. 

5.4. Member of the Association is obliged to ensure the confidentiality of information related to the negotiation and execution of a contract with a creditor, which was given by a creditor; and which was obtained or become known in the course of implementing the activities of debt collection.

5.5. Member of the Association is obliged to ensure the security and confidentiality of personal data, i.e. any information relating to an identified or identifiable physical person (subject of personal data) received from clients and/or debtors of the clients.

Under the security and privacy of information in the framework of this Code, means the provision by the Agency of protection of information from unauthorized access, destruction, modification, blocking, copying, granting, distribution and other unlawful actions in respect of such information.

5.6. Informatization objects of a member of the Association which are intended for the processing of personal data are subject to compulsory certification in accordance with the safety requirements established by the legislation of the Russian Federation.

5.7. Member of the Association should enter into a confidentiality agreement with each employee having an access to information about a debtor and his debt.

5.8. Member of the Association is obliged to carry out audio recording of all cases of direct interaction with debtors and other parties in the form of a telephone call. Storage of such recordings is carried out until the destruction of the personal data of the debtor in connection with the achievement of time their processing or within the deadline set by the client of the Association member. 

Member of the Association is obliged to notify debtor or other person with which occurs the direct interaction in the form of telephone consultations, about the recording of conversation.

5.9. Member of the Association is obliged by the request of its management or the empowered internal bodies of the Association, to provide information to the Association, which is need to achieve the objectives established by the legislation, Charter of NAPCA and other internal documents of NAPCA.

6. The standards and rules of interaction of the Association member with clients
6.1. Member of the Association is obliged to undertake activities in debt recovery, claims for which are not owned by the member of the Association, based on the agreement concluded with the customer who is the lender of a debt. Agreement signed by the member of the Association with the client, should contain a list of actions which should be committed by a member of the Association (rendered services), the amount of remuneration for the Agency and other material terms necessary for the conclusion and execution of the agreement.

6.2. Member of the Association is obliged to inform the client on the progress of clients’ tasks / on the course of providing services, in a timely manner to provide reports on the progress of the tasks / on the course of providing services in accordance with the agreement with a client.

6.3. If a member of the Association and (or) its employees which included to the management bodies of the Agency directly or indirectly are affiliated with a debtor that may allow him not to fulfill the obligation to repay debts before a client, the Association member should declare about this affiliation to a client.

6.4. If the agreement concluded between a member of the Association and a client, was stipulated the possibility of receiving money from a debtor to the accounts of the Association member, member of Association is obliged to notify the client of receipt of money from a debtor and transfer them to the customer's accounts in the manner prescribed by the agreement.

Money received a member of the Association from a debtor should be credited to a separate Bank account, unless otherwise provided by the agreement concluded with a client. if there is a threat of insolvency (bankruptcy) of a member of the Association it is obliged immediately to transfer received money from debtors to the client's account.

7. Standards and rules of interaction of a member of the Association 
with debtors – physical persons

7.1. During the implementation of actions aimed to debt recovery a member of the Association is obliged to act reasonably and in a good faith. During the communication with a debtor employee of the Association member is obliged to adhere business and polite communication style.

7.2. Member of the Association is obliged to cooperate with a debtor in a manner consistent with the legislation of the Russian Federation, including: personal meetings, telephone negotiations (direct interaction), mail, telegraph messages, text, voice and other communications transmitted through telecommunication networks, including mobile telephone communications.

Member of the Association is obliged to ensure the possibility of interaction with a debtor and (or) his representative upon the latter's request.

7.3. Member of the Association has not right to use prohibited by law methods of debt collection, including causing harm to life or health of a debtor, or threatening such harm.                                                                               Agency is not entitled to disturb a debtor in the working days in the period of 22 till 8 o'clock local time and during weekends and non-working holidays of 20 till 9 o'clock local time at the place of residence of a debtor indicated by the conclusion of the relevant agreement from which was formed a debt or in a written notice which sent to a client or to a member of the Association. 

7.4. During the communication process with a debtor employees of the Association member don’t have the right to humiliate the honor and dignity of a debtor, the debtor's insult, to use profanity. During the communication with a debtor an employee of the Association member is obliged to contact the debtor using the polite form YOU, to negotiate only in a respectful tone and avoid familiar intercourse.

7.5. During the communication with a debtor employees of the Association member regardless of the nature of a dialogue and possible provocations from a part of a debtor are strictly obligated to comply with this Code and the internal standards of debt recovery which are approved by a member of the Association.

7.6. Employees of the Association member are obligated to stop the interaction if they will establish that the interaction is carried out:

- with a minor 

- organization of the health sector, education, strategically important objects of infrastructure etc., if there is a risk of violations of the operation mode of these organizations (objects) and emergence of adverse effects, which may cause harm to the health of an indefinite circle of persons and material damage.

7.7. It isn’t allowed the disclosure of debt information to third parties, including by sending messages through social networks.

7.8. Member of the Association or its employees don't empower to give the impression to debtors and other persons that they act as a public authority, local government, or officials of these bodies or on their behalf.

7.9. Member of the Association is obliged to provide debtors with the information on the size and structure of debt of a debtor, creditor, timing, and manner of repayment. 

It is not allowed to enter the debtors misled about the size, nature and basis of the debt and consequences of failure to repay, and to require the payment of the debt, which is not well documented.

7.10. The interaction with a debtor should be in Russian language or in a language in which was written an agreement or other document under which the indebtedness of the debtor was formed.

7.11. Member of the Association is obliged to ensure that, during the communication with a debtor employee of the Association member has reported to a debtor his surname, name, patronymic (if it is available), the name of the member of the Association and the name of the client to whom the debtor owes money. Member of the Association should indicate its name, a customer name, as well as an address and a phone number in correspondence which was sent to a debtor in the paper form.

8. The procedure and rules for handling appeals
 incoming to a member of the Association
8.1. Member of the Association is obliged to ensure the registration and analysis of appeals received from clients, debtors, third parties, public bodies, etc., containing complaints of violations of standards and rules of debt recovery established in this Code. Herewith a member of the Association is obliged to consider promptly and objectively these messages and to send replies by them. 

8.2. The response to an appeal should be submitted in the writing form or email within 5 working days of its receipt. In the case of lack of the ability to respond to an appeal within the deadline, member of the Association is obliged to notify the applicant about prolongation of term of processing of an appeal. The maximum processing time of application should not exceed 30 calendar days from the date of its receipt.

8.3. Member of the Association is obliged monthly to form a report on received appeals per calendar month, which should contain the following information: the number of appeals, types of appeals, their validity, types of violations identified by the results of the analysis of appeals.

Upon the review of these reports, the Association member is obliged to eliminate the violation.

8.4. The Association has the right to request, and a member of the Association is obliged to provide the reports which are referred in paragraph 8.3 

8.5. Rules of carrying out of the checks about the observance by members of the Association of the standards and rules envisaged by the present Code, as well as responsibility for their violation, are provided by the internal regulations of NAPCA.
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