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HARDSHIP POLICY 
1. PURPOSE 

1.1. To confirm Collection House Limited’s (Collection House) commitment to ethical corporate 
conduct and compliance with our statutory obligations under section 72 of the National Credit 
Code (s72 NCC). 

2. SCOPE  
2.1. This Policy applies to all operational staff and those support staff who deal with customers. 

3. POLICY STATEMENT 
3.1. It is Collection House policy to provide all its customers who are suffering hardship with assistance 

to meet their contractual obligations. 
3.2. As a responsible corporate citizen, Collection House does not intend to cause hardship to 

customers in need of assistance, regardless of whether they are covered by the NCC or not. 
Accordingly, in its absolute discretion, Collection House will consider variations to all customer 
contracts where necessary, to assist the customer.  

3.3. Where Collection House is not the owner of the contract, it will make recommendations to its 
client on matters of hardship. 

3.4. Collection House will ensure that: 
• its staff are trained:- 

o to understand their obligations under s72 of the NCC; 
o to identify when a customer is suffering from hardship and offer assistance where 

appropriate or advise the Hardship team of the customer’s request; 
o to process and respond to hardship requests in accordance with the time frames set out 

in the NCC, and 
• the Hardship application process is simple and straightforward. 

4. DEPARTMENTS RESPONSIBLE FOR IMPLEMENTATION 
4.1. All operational departments 
4.2. Resolutions Department 
4.3. Hardship Team 

5. DEFINITIONS 
5.1. Collection House means Collection House Limited and its subsidiary companies. 

6. REFERENCE DOCUMENTS 
6.1. See the NCC Guideline for information on time frames for processing and responding to a request 

for hardship assistance. 
6.2. National Consumer Credit Protection Act 2009 as amended. 
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