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Premises
 
This OIC Procedural Code was created with the intent to fully and organically 
regulate all credit management and protection activities, to guarantee respect 
for the rights of creditors and consumers/debtors.
Precisely in consideration of a current provision of a very incomplete law 
(Article 115-120 TULPS) the OIC Procedural Code has the intent to try to fill 
these gaps, through rules of conduct and management that can guarantee 
the plurality of the rights of the parties involved, keeping the common good 
as its primary objective. In fact, in the drafting of code all previous OIC con-
tributions have been recalled in various institutional conferences and in the 
draft laws regarding the credit management and credit protection  the last of 
which the one by Mr. Paolo Petrini Honorable  Member Chamber of Deputies 
(Act No. 4261),   obviously including the regulatory provisions issued by the 
Privacy Guarantor Authority and by the  Competition  Guarantor Authority 
and refined by the inspection procedures of  them, including the general 
regulation on data protection (GDPR - General Data Protection Regulation - 
UE 2016/79).
In the wake of the draft law reform about credit management and protection, 
the Procedural Code embraces the fundamental principles underlying the activ-
ity under examination, namely:
- Continuous, professional and certified training of operators;
- The methods of tracing debtors who maliciously evade compliance
  with their obligations;
- Dialogue between representatives of the different parties involved 
 Creditors - Debtors/Consumers’ Association - Institutions, with the 
 idea of creating a Pluralistic Control Body, which supervises the 
 application of the “ best practices” on the subject;
- Supporting the deserving consumer in the best path to honor
 their debt thanks to existing legislative measures (such as the law
  No. 3/2012 concerning Crisis from Over-Indebtedness) or in 
 the making legislative measures (The Solidarity Fund as included
  in the above-mentioned draft law No. 4261).
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1.	 Definitions
 
For the purposes of this Code, unless otherwise provided, we intend to:
- Outbound	activities: telephone call at the initiative of the operator and 
 directed to the Consumer/Debtor.
- Public	database/public	registers: registers and databases, both public
  and private, accessible to anyone.
- Principal/Creditor: subject holder of the credit deriving from the 
 contract stipulated with the Consumer/Debtor.
- Consumer/Debtor: subject, within the definition of consumer pursuant
  to art. 3, co. 1, lett. a) of the Consumer Code, which has assumed 
 unpaid payment obligations.
- Complaint: any deed with which a clearly identifiable customer 
 challenges the collectability of the file for reasons related to the 
 underlying documentation (contractual disclaimers, lack of invoices or
  lack of interruption of the limitation period) or for reasons related to
  the credit management of the Professional procedures.
- Contestation: any act by which a clearly identifiable customer disputes
  the amount and collectability of the credit, the regularity of the 
 provision of the underlying service and/or other general complaints.
- Personal	data: any information relating to an individual, identified or 
 identifiable, even indirectly, by reference to any other information, 
 including a personal identification number.
- Assignment: assignment of the recovery activity by the client company
  to the Professional. It begins when the unresolved debt is assigned
  and ends with the exercise of all administrative and accounting tasks 
 related to the management of the mandate. In case of stipulation of a 
 repayment plan, the task is considered concluded when the payment
  of the last tranche (installment) is verified.
- Instant	messaging: communication systems that use the network to 
 allow the exchange of confidential messages in real time between
 sender and recipient.
- Conciliation	procedure: any alternative resolution procedure for a 
 dispute recognized by the Principal/Creditor or regulated by law.
- Professional: subject holder of authorization pursuant to art. 115
  TULPS for the exercise of debt recovery activities.
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- Contact	request: digital communication through which the Professional 
 requests the Consumer/Debtor to be contacted for commercial/administrative 
 communications, without revealing the state of insolvency.
- Dialing	systems: automatic call systems.
- Third	parties: individuals unrelated to the obligation to be reimbursed. 
 In the art. 2, paragraph 1 of the Privacy Guarantor Authority Provision 
 30th November 2005 are defined third parties, for example: family
 members, cohabitants, work colleagues, neighbors.
- Attempt: Contact that does not produce a communication with the 
 debtor, or because the numbering is busy/non-existent/nobody 
 answers, or because he/she responds differently from the debtor and 
 therefore the contact is in both cases useless for the activity.
- Useful	contact: The debtor agrees to be contacted to undertake 
 negotiations on his / her debts position. He answers the call and listens
 to all the news concerning the credit;
- Agreed	contact: Operator and debtor agree on the mode and frequency 
 of useful contacts following the first one, to correctly instruct the 
 negotiation. The agreed contact must in this sense provide for a precise
 definition of the date and time of the next contact.
 
 
2.	 OIC	Presentation	-	Business	and	Consumer	Observatory
 
OIC - Business and Consumer Observatory, wants to be the meeting point be-
tween the business world and consumer protection.
Born in May 2013, it has made use of the collaboration of the main consumer 
associations and, more generally, of the contribution of all those who believe in 
the model of a “common home” oriented towards confrontation and reciprocal 
contamination.
The Observatory’s Study Center was established in March 2014, a cultural body 
that offers tools for investigation, reflection, analysis and higher education for 
the world of institutions, businesses and consumers.
OIC was born of common values, which are the foundations on which the Ob-
servatory operates:
- A country system cannot stand up if those who contract an obligation
 do not fulfill it;
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- The laws must provide all the tools to force the so-called “clever” to
  respect the rules and obligations assumed, because if we all pay we pay less.
- The community (where “community” should be understood all or 
 institutions, debtors, creditors and companies that deal with credit
 management) must help those in difficulty so that they can fulfill their 
 duties.
The Observatory has also expanded its collaboration with ASSOCONTACT, the 
National Association of Outsourcing Contact Centers, with whom it has typified 
a Memorandum of Understanding and recently activated a comparison labora-
tory with technical tables focused on the topic of Contact Center activities in 
outbound.
The Observatory, which meets monthly, has the primary purpose of defining and 
updating good practices to improve, in each sector, the collaboration between 
companies and consumers. It also has the task of structuring training courses, 
with particular reference to the management and protection of both credit and 
contact center, as well as proposing every useful tool to reconcile businesses 
and consumers by creating the right rules because they are favorable to both 
parties, a “common home” in which different usually opposed worlds meet.
On the site www.osservatorioimpreseconsumatori.com  is available any infor-
mation on projects and events. 
The body is currently composed of Euro Service Spa and 10 National Consum-
ers’ Association.
 

3.	 The	OIC	Protocol	Subscriber	Associations
 
A.E.C.I.
AECI (European Association of Independent Consumers): born in March 2003 
with the exclusive objective of protecting, defending and informing the con-
sumer in a comprehensive approach as established by law 281/98, and with 
reference to the indications of BEUC (The European Consumer Organization).
AECI pursues objectives of solidarity and social promotion, support activities, 
training and information for those who are disadvantaged due to physical, men-
tal, economic, social or family conditions.
Through INTRANET (a real internal social network for sharing news and manage-
ment of members and practices) and the use of new technologies (CRM, HELP-
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DESK SYSTEM), the Association puts in place a truly effective and efficient defense.
The protection and defense of the consumer is carried out at national level and 
is rooted in the territory thanks to the regional and provincial offices in individu-
al form (through local branches) or in collective form (relations with institutions, 
local authorities, large service companies).

ASSOUTENTI
Founded in 1982 in Rome, Assoutenti intends to encourage citizen participation 
in the choices of public administrations that manage public services.  It mainly 
deals with transport, credit, insurance, telecommunications and, generally, for 
tariffs and utilities. In this sense, the association looks favorably on the Service 
Charters and on the development of conciliation procedures. Furthermore, it 
has developed a specific competence regarding the so-called “vexatious claus-
es”, the contractual conditions that determine a strong imbalance of the con-
sumer with respect to its interlocutors (professionals, sellers).
Assoutenti, through its 100 presences on the national territory, including dele-
gations and branches, carries out an intense activity of assistance to consumers 
and has created an “online user desk”, a telematic consulting service, which 
allows the citizen to present cases and problems concerning himself by commu-
nicating with the operator. In addition to the relationship with individual con-
sumers Assoutenti dialogues with national and European institutions, and deal 
with general issues with large service with utility companies.

THE	RADIO-TELEVISION	SERVICES	USER	ASSOCIATION
(ASSOCIAZIONE UTENTI DEI SERVIZI RADIO TELEVISIVI) 
The User Association of Radio and Television Services is an association born 
to all intents and purposes in 2002 with a voluntary, non-profit nature and 
with the aim of pursuing purposes of social solidarity and protection of civil 
rights.
It intends to operate actively on the national territory to protect, assist, rep-
resent and defend, the users of the radio and television services supplied by 
both the public broadcaster and the private sector, with all means provided 
for by law.
The sole purpose of the association is to protect by any legitimate means, 
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and in particular with the use of the judicial action, the promotion of stud-
ies, legal initiatives, information activities of the public opinion to protect 
the rights and interests of users radio and television programming, whether 
public or private, the promotion of any initiative useful for the implemen-
tation of the constitutional principles on freedom of expression of thought 
and the right to information, the enhancement of the role of citizens and 
users as stakeholders communication processes, surveillance on advertis-
ing to operate and take place in compliance with the legal framework, the 
promotion of initiatives and interventions in public opinion and institutional 
bodies to solicit any type of regulatory intervention aimed at the protection 
of collective interests.
 

CASA DEL CONSUMATORE (HOUSE OF CONSUMER)
CASA DEL CONSUMATORE is a free association to protect the rights of consum-
ers and users nationally recognized and registered at the CNCU. It was founded 
in December 2000 with the aim of operating throughout the country to inform, 
assist and protect the rights and interests of consumers of goods and users 
of services. Today, the aims of the Association are to implement in total cus-
tomer assistance through a series of activities and projects aimed at inform-
ing, assisting and saving the consumer. To achieve these objectives, the CASA 
DEL CONSUMATORE has created a diversified network of initiatives trying to 
reach the consumer in a capillary way using communication tools, such as the 
Internet website, the Consumer blog (together with the monthly magazine “The 
Informed Consumer”) and an App specifically dedicated to consumers/tourists 
(the Tourist App).
In addition, the Association implements consumer protection at both local and 
national level, acting in a capillary manner throughout the territory, through 
the presence of various regional offices present in the regional, provincial and 
municipal areas.
CASA DEL CONSUMATORE considers the instrument of conciliation an important 
service for the protection of consumers-users: for this reason, it has subscribed 
conciliation protocols with multiple service companies, such as Telecom, Tim, 3, 
Wind, Vodafone, Fastweb, Tele Tu, Poste Italiane, Banco Posta, Intesa Sanpaolo, 
Monte dei Paschi di Siena, Unicredit, Enel, Eni, Sorgenia, A2A, Italgas, Edison, 
Ania, Aspesi, SEA, Alitalia, Confservizi, UGF.
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CODACONS
Codacons - Coordination of associations for environmental protection and user 
and consumer rights - established in 1986, aims by statute to pursue a balanced 
relationship between the individual use of environmental resources and a ra-
tional development of society, based on respect of the dignity of the human 
person.
Particular feature of Codacons is that of being an “Association of Associations”: 
in fact, at Codacons there are numerous associations that work to protect us-
ers of public services, justice, schools, transport, telephone services, radio and 
television services, health services, financial services, banking and insurance, 
printing and copyrights and others. However, the association, in addition to em-
bracing the various member associations with the related statutory purposes, 
operates independently with its own organization, divided into various loca-
tions throughout the country.
In carrying out its activities, a privileged instrument is that of judicial action to 
control the actions of public and private subjects to protect the civic rights of 
the community and the individual.
 

CODICI	-	Citizen’s	Rights	Center
It was founded in 1993 as a coordination of associations for the protection of 
citizens’ rights. In 1998 he dissolved his confederation structure and trans-
formed itself into the association CODICI - Center for the rights of the citizen, as 
an association committed to affirming the rights of consumer citizens, without 
distinction of class, sex, religious belief and political affiliation. CODICI takes its 
inspiration from solidarity, justice, legality and respect for the diversity of race, 
religion and sexual identity in a multiracial and multicultural society.
Adopts the strategy of rights to affirm the central role of the individual and its 
objective is to effectively implement them. In particular, it deals with any vio-
lation of the rights of the person that causes situations of suffering. Its action 
is mainly directed towards the weakest, regardless of age, sex, race, religion, 
ideas, on a path of redemption and social dignity. It promotes safety, legality, 
justice, health in all its aspects, the quality of products and services, adequate 
information and correct publicity, fairness and transparency in commercial rela-
tions and contractual relationships in general, the consumer education and use 
of money, the prevention of over-indebtedness and the fight against usury, the 
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provision of public services according to quality and efficiency standards, the 
rational exploitation of land and natural resources.
 
 
CONFCONSUMATORI
The association was born in Parma in 1976, where started the national strike of 
the Parmigiano-Reggiano, the first promoted by consumers in Italy. It has the 
statutory purpose of informing to train, represent, organize and defend con-
sumers. It carries out studies, surveys, information programs and seminars to 
guide a consumer who is aware of a transparent and supportive market. He 
commits battles and denounces abuses and scams in all fields of users and 
consumers. Confconsumatori has been particularly involved in the   cheated 
savers repayment by the latest financial collapses, such as Parmalat, Cirio, Gia-
comelli etc. and for the protection of consumer health, being plaintiff in various 
court cases for food frauds. It works in synergy with public institutions, schools 
and universities. Among the most recent actions, a project to prevent alcohol 
abuse among young people. Promotes initiatives for the efficiency and trans-
parency of Public Administration; supports conciliation as a method of resolving 
disputes by subscribing protocol agreements with the counterparties. It repre-
sents consumers and users in various public and private bodies. The association 
is also aimed at companies, because they empower the culture of Corporate 
Social Responsibility and introduce ethics in their business to gain competitive 
advantage. Publishes the periodical “Confconsumatori Notizie” and various in-
formative and educational publications. It is an independent and non-profit as-
sociation.
 
LEGA CONSUMATORI
LEGA CONSUMATORI is a consumer association born in 1971, promoted by ACLI 
ASSOCIATIONS from Milan. It is an apolitical and non-partisan association, con-
stituted on a voluntary basis and financed only by membership fees and its aims 
are among those recognized and protected by Law 281/98 which protects the 
rights of consumers and users. What characterises Lega Consumatori from other 
consumer associations is the particular attention that its Statute and its work are 
devoted to the individual, intended not only as a bearer of mere economic inter-
ests worthy of protection, but also as a subject of family and social relationship.
LEGA CONSUMATORI commitments are: Monitoring living costs performance 
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with the “family shopping basket- basic essential good” tool; projects in the 
communication segment on the conciliation and arbitration side, with the sub-
scription  of an agreement with Telecom; research and awareness on domestic 
accidents, due to the need of a monitoring to be carried out at regional level; 
initiative on credit, banks, financial institutions, and a specific activity of pro-
tection against the forms of usury to the detriment of families in difficulty; 
interventions against the vexatious clauses in the contracts of adhesion and 
preventive action.

KONSUMER ITALIA
Konsumer Italia is an association for the defense of consumer and user rights, as 
well as social and non-profit promotion based on the voluntary commitment of 
experienced and specialized citizens in matters of consumption, who lend their 
work to the structures of the association voluntarily in favor of other citizens.
Konsumer Italia aims to protect the rights of consumers and users as well as 
health and the environment in the broadest sense of the word. It operates in 
compliance with all European Union regulations and is inspired by the contents 
of the Consumer Code and by all regional, national and international regulations 
concerning the protection of citizens, health and the environment.
The organization of Konsumer Italia is based on different sectors: at the head of 
each one there is a volunteer particularly expert in the item that characterises 
the sector itself. The sector managers are part of the General Council of the 
association.
 

U.DI.CON	-	Union	for	Consumer	Protection                                           
The association, founded in 2003, has as its main statutory purpose the pro-
tection of citizens’ rights, such as consumers and users of public and private 
services, as already recognized by law 281/98.
For years, the U.Di.Con has been committed to ensuring the resolution of dis-
putes between consumers and businesses and providers of public and private 
services, representing citizens also in public bodies and private companies, ser-
vice providers and suppliers of goods.
The sectors on which the association offers support are multiple, in particular 
offers assistance and advice in the field of food, environment, banking, insur-
ance, condominium, e-commerce, health, tourism, domestic users.
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The association has grown considerably over time, succeeding in developing 
a network of branches in about 58 Italian provinces. To guide the consumer 
between obligations and requests, the U.Di.Con . uses the experience of a 
staff of professionals always ready to listen, advise and direct consumers, 
also offering them self-help tools, in order to make them accountable and 
aware of their rights.
The element that distinguishes the U.Di.Con. it is the attention to the practi-
cal problems that the consumer has to face in everyday life. The complexity 
of consumerist issues and the commitment required for the resolution of 
disputes in the current economic scenario lead to the path of collaboration 
and continuous dialogue with counterparties available to negotiations ben-
eficial to the citizen, in line with what promoted by national and community 
policies.
At national level, the association promotes initiatives, awareness campaigns 
and conferences; to guarantee correct information, it constantly updates the 
official website and publishes the monthly “Udiconews – occhio al consumo” 
containing interviews and insights on consumer issues.
The U.Di.Con. with determination of the Presidency of the Council of Ministers 
No 25 of 20th January 2010, in accordance with the Circular dated 17th June 
2009, has obtained accreditation for registration in the 1st class of the National 
Register of Civil Service Entities and is also a member of the National Council 
of Consumers and Users (CNCU) established within the Ministry of Economic 
Development.
 
4.	 General	rules
 
This Procedural Code, drawn up pursuant to the provisions of art. 27 bis of the 
Consumer Code, intends to regulate the activities carried out by the companies 
operating in the field of credit management and protection in order to guaran-
tee a better quality of correct practices as well as the protection of the rights of 
the creditor and of the consumer.
In conformity with OIC mission, the Code represents a means of dialogue among 
Institutions, Companies, Consumers and Representative Associations and is an 
instrument in progress which is empowered through the contribution and di-
rect experience of all the involved parties.
This present edition, had been drafted with the collaboration and the active 
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contribution of the Associations forming part of OIC.
The Code constantly and accurately recalls the current legal basis governing 
credit management and protection activities (Art. 115-120 TULPS) including 
the various institutional contributions produced by the Privacy Guarantor Au-
thority about debt collection, all subsequent adjustments and any news in 
this matter, incorporated into the different Draft Laws.
Companies that adhere to this Code are committed to directing their activ-
ities to the substantial observance of EU Regulation 2016/679, in order to 
contribute to the creation of an area of freedom, security and justice, eco-
nomic and social progress, to the strengthening and convergence of econo-
mies within the internal market and the well-being of people and to evaluate 
the possibility of adopting data protection certification mechanisms as well 
as seals and data protection marks, in order to demonstrate compliance with 
the GDPR.
Companies that accept this Code of Conduct undertake to respect its forecasts 
and to embark on a path to develop a quality label, to foster the sentiment of 
confidence and the development of a dialogue between the parties.
The adoption of this Code aims to demonstrate compliance with the current 
legislation and, above all, compliance with the duties of fairness, transparency, 
confidentiality, and moral and ethical principles.
 
 
5.	 The	scope	of	application
 
5.1 The Company or the Professional operating in the sector of credit man-
agement and protection, pursuant to Article 115 TULPS, acts in a perimeter of 
activity established by the Law, playing a role of contact between debtor and 
creditor. During the ongoing activities, the dignity and the honorability of the 
debtor must be always preserved, without obviously forgetting the right of the 
creditor to be satisfied.

5.2 OIC, as a promoting association, commits itself to the widest dissemi-
nation of the rules and the aims of the present Code, making use of every avail-
able means of communication, for example: press communication, social media 
and mass media, its own website.
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5.3 The Code is periodically updated and/or modified to maintain the due 
compliance with the current national and European legislation, also considering 
the guidelines peacefully established on the basis of the jurisprudence and the 
measures of supervisory authorities of the sector.
Each update and/or modification will be proposed by the OIC Governing Board 
and the  Code updated version will be published on the OIC website, also it will 
be communicated to all members, within a maximum of ten days from their 
definition, who will have a deadline of seven days to express any observations, 
or to present any complaints. 
Once these terms have elapsed, the updates and/or modifications made will be 
definitively accepted and immediately applicable in absence of express dissent.
 
 
6.	 Data	processing
 
6 .1 Maximum attention must be paid to the processing of personal data in 
credit management, in compliance with the legislation established by Legisla-
tive Decree 196/2003, the EU Regulation 2016/679 and, in particular, on the ba-
sis of the Principles defined by the Privacy Guarantor Authority in the Provision 
dated  30th November 2005  and in the  Vademecum dated April 2016 entitled 
“Privacy	and	credit	recovery:	the	rules	for	the	correct	processing	of	personal	
data”, that this Code refers in its entirety.

6 .2 However, it should be reiterated that, in the course of credit manage-
ment activities, the Professional or Business Representatives cannot provide in-
formation regarding the consumer / debtor state of default to third parties.This 
prohibition can be waived in specific cases, such as:
- the third party proves he is already aware of the information relating to late 
payments;
- the third party expressly declares himself as delegate of the debtor, providing 
appropriate evidence;
- the death of the debtor, in which case the contact can take place with possible 
heirs.

6 .3 It should finally be pointed out that in any case the delegate cannot be 
a minor and pressure must not be exerted on the debtor / consumer.
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 7.	 Commercial	practices
 
During credit management and protection activities, the following rules must 
be observed in order to implement a correct commercial practice that complies 
with the provisions of the Consumer Code:
 
7 .1 Skip tracing activity
To trace the debtor, once contact attempts have been made through the con-
tact details provided by the principal, if these prove to be pointless for con-
ferring with the debtor, any other public database will be considered to trace 
telephone numbers and/or home addresses. Exclusively if this research proves 
to be unsuccessful, a little investigative telephone call will be made to the 
neighbors, by limiting as much as possible the number of contacted persons 
and avoiding in any case both the reiteration of the contact on the neighbors 
and the disclosure of any information concerning the state of delinquency other 
than the party concerned,  taking care not to reveal the nature of the call, the 
object of the communication and any other information that can identify in the 
consumer the existence of a delayed payment.

Natural person skip tracing
- To contact phone numbers supplied by the client
- To contact possible numbers obtained from the available documentation
- To check for any information and address obtained from available 
 documentation
- To search by name (Debtors’ name and surname) to be searched 
 through the Internet on websites such as PB.it, PG.it, Pronto.it, PBCD 
 Italia, Infoimprese, Icribis, Anaci, Tax Office: address (s) of residence
  and/or domicile; city; residence/domicile/birth; all over Italy
- To track by surname (relatives) through PB.it; PBCD Italia in the 
 municipality of residence and birth.
 
Tracing of legal entities (companies) and individual businesses:
- To contact supplied phone numbers
- To contact possible phone numbers by the documentation provided 
 (alternative addresses - workplace - contract etc.)
- To check for any possible information and addresses by the available
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 documentation (contract - letters – Chamber of Commerce reports,
 previous recovery interventions recors, etc.)
- To trace by VAT number
- To trace by company name on the Internet, in particular Infoimprese, 
 PB.it, PG.it, PBCD: address/registered office; city; region; all over Italy
- To trace fully liable partners established in form of a partnership (such
  as S.a.s and S.n.c)
- To trace the Company Director in case of a Limited Liability Company (SRL)
  
7 .2 Phone contact:
- Must be marked by impeccable politeness/respect and aimed at 
 establishing a negotiating discussion path regarding the causes of 
 insolvency and possible solutions.
- Must not be reiterated in a petulant and aggressive manner (at most a
  single effective interview with the debtor can take place within the 
 same day, unless the debtor has expressly allowed to be contacted 
 further times).
- Phone contacts are not to be made neither during national holidays nor
  outside the following time slots:  8:30 to 21:00 from Monday to Friday
 (8.30-15.00 on Saturdays).
- It is also opportune to continue to deepen the subject of phone calls
 recording as a form of protection for both the debtor and the creditor.
- The phone collector must be previously educated and trained in order to 
 establish a relationship of empathy with the debtor since the very first 
 contact, showing characteristics of extreme professionalism (the situation
 has to be described in objective manner) and availability to find together 
 every possiblesolution (extensions, installments, transactions). In any case,
 the phone collector must be able to conduct the conversation avoiding 
 judgments and personal assessments and,above all, must be receptive to
 hear any complaints related to the contractual relationship in place with the
 principal or possible economic problems whose arise have determined the
 impossibility to provide for payment.
- It has to be evaluated the opportunity to educate the phone collector
 in Consumer Rights and in particular those pertaining to the referring 
 sector so that he/she can and will provide consumers with a service 
 and information also qualified in terms of Protection of Consumers.
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-         In any case, the contemporaneity and concentration over time of the 
 contact and reminder instruments must be avoided: for example, the
 combined use of phone calls and text messages should be avoided on
 the same day. 
 
7.3 Letter communications:
- Payment requests (made by ordinary mail, e-mail, registered mail or
 through the competent bailiff), must provide the reason and the 
 details of payments requested, specifying the individual components
  (capital and interest, ancillary costs).
- Must be indicated the possible payment methods and the consequences
 of the continuation of the state of insolvency. 
- According to the law, they must provide “congruous” payment terms 
 (which however, conforming to the usual practice, must not be less 
 than 10 days).
- These requests must contain a courtesy clause of the following kind: “if 
 you have already paid the balance requested, please consider this 
 reminder invalid. For the sole purpose to align your position to the 
 accounting and to avoid a further reminder, please do document your 
 payment by sending a copy of the corresponding receipt [...] “.
 
7.4 Electronic communications:
- Any communication (e-mail, fax and sms, etc.) that contains the 
 elements of the debit position and/or the details to make the payment, 
 must be sent only in agreement with the consumer avoiding unjustifiably
 repetitive methods.
- Contact requests must be sent to both verified and consensual phone
 numbers and e-mails. In fact, such communications cannot be used as 
 a first payment reminder system, unless the address used was provided
 by the consumer for receiving communications on the development of 
 the relationship.

7.5 Home contact:
- The home visits, previously authorized and upon agreed, must 
 bemarked by impeccable politeness/respect and aimed at 
 establishing a negotiating discussion path regarding the causes of  
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 insolvency and possible solutions.
- Visits must not be repeated in a petulant and aggressive manner.
- Communications sent home must indicate the references of the person
 in charge and the    company for which he/she operates, the creditor 
 and the reason for the visit, as well as a telephone number to contact
 for any requests for clarification and / or information.
- Home visits cannot be made neither during national holidays nor 
 outside time slots from 8.30-21.00 from Monday to Friday (8.30-15.00 
 on Saturdays). It is not even allowed to carry out visits to the consumer’s
 workplace without prior agreement.
 
7.6 Legal activity:
- Legal recovery through lawyers enrolled in Italian Registry must be
 regulated by a specific mandate with the Principal/creditor or the 
 Professional responsible for recovery.
- this action must be assessed only as a last resort after all other 
 out-of-court actions have been unsuccessfully completed and must be
 notified to the debtor by a letter of formal notice.
- in any case it is not allowed to file a writ of summons in a Court placed
 in jurisdiction different from the domicile of the debtor/consumer.
- It is prohibited the use of improper qualifications by collector agents 
 such as “legal” “lawyer”, etc., in order to make a psychological pressure
 on the consumer. 
 
7.7 Ban on unfair commercial practices:
Unfair commercial practices are prohibited. A commercial practice is unfair if it 
is contrary to professional diligence, and if it is false or likely to distort appreci-
ably the economic behavior of the average consumer.
The deceptive actions and/ or omissions and the aggressive commercial prac-
tices, according to the articles 20 et seq.  of the Consumer Code are forbidden.
 
 
8.	 Management	of	disputes	and	complaints
 
8.1 The principal and the appointed professional must pay the utmost at-
tention to the management of the disputes and complaints received, starting 
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from a precise and complete registration of them in a specific report, managed 
by a corporate function in charge. This report must contain all the elements 
useful for tracking the contact, the data of the consumer, the date of receipt of 
the complaint or dispute, the object (completed with any attached documenta-
tion) and the date of taking charge. After processing of what has been received, 
the report must then trace the outcome and the date of reply to the consumer.
 
8.2 In any case, the consumer must receive from the principal or from the 
professional in charge of the recovery action an e-mail confirming the taking 
charge of his report within 48 working hours.
 
8.3 Without prejudice to the hope that disputes and complaints will be han-
dled (in reply to the consumer containing all the necessary information) within a 
maximum time of 5 working days, it is desirable that in cases where the manage-
ment may be longer (for example> 30 days) there are further contacts with the 
consumer in order to highlight that the management of the complaint is continuing.
 
8.4 The consumer must be able to have specific channels to which for-
warding his complaint or his contestation, such as a dedicated phone number, 
e-mail or fax number. The company in charge of the recovery must highlight on 
its website and on the letters sent to the consumer, these channels, in order to 
facilitate their retrieval.
 
8.5 Finally, it is appropriate and desirable for the firm or the professional 
officers to the management and protection of credit publish on its website, in 
the interests of maximum transparency, a numerical report on an annual basis 
of complaints and disputes managed.
 
 
9. Code	applicability,	management	bodies,	representation,	and	supervision
 
9.1 The members have full responsibility for compliance with the Code 
and, in the case of violation of one or more provisions of it, must make every 
reasonable effort to eliminate the violation in which they occurred. 

9 .2 The body responsible for managing, promoting and supervising the 
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Code and the principles contained therein is the OIC’s Board of Directors.
 
9.3 The OIC Board of Directors has the following functions:
- receive and examine applications for membership of this Code;
- Maintain and update the register of members;
- collect any complaints proposed by the members themselves and by 
 the consumers and submit them to the examination of the bodies in 
 charge of a solution.
 
9.4 In order to monitor the timely observance of the provisions contained 
in this Code, in compliance with current legislation, OIC may agree with the 
involved parties the execution of periodic checks at the places where the ac-
tivities are carried out, with possible access to the complaints received also as 
a sample check, and to the their management, in order to identify both op-
erational solutions for compliance with this Code, and alternative systems for 
resolving disputes arising from the application of this Code.
 
 
10.	 No	compliance	with	the	Code
 
Violation of the provisions of the Code and the indications of the Board of Direc-
tors of OIC, or the adoption by the members of a conduct disapproved of and/or 
subject to sanction by the competent Authorities may result in the imposition 
of sanctions such as warning, censorship or radiation from the register of mem-
bers, subject to formal contestation of it, based on the severity of the conduct 
or its recurrence.
The OIC Board of Directors shall promptly notify the interested parties in writ-
ing, by means of certified electronic mail (PEC) or any other form attesting their 
receipt.
When the decision of the OIC’s Board of Directors establishes that the conduct 
examined does not comply with the provisions of the Code, it will require that 
the involved parties to desist, issuing a reasoned opinion.
Within fifteen days the parties can deliver their counter-arguments, providing 
clarification on what they have disapproved.
The Board of Directors of OIC, as soon as possible and, in any case, no lat-
er than 15 working days from receipt of the observations, communicates 
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its decision in writing to the member concerned.
The decisions of the OIC ‘s Board of Directors   are binding and final, without 
prejudice to the right to appeal to the competent Authorities.
The company that subscribes the Code carries out periodic checks, at least an-
nually, on the lawfulness and correctness of the processing, verifying the ac-
curacy and completeness of the data referring to a congruous number of re-
quests/credit reports from sample extracts. The check is carried out by a body 
composed of at least one representative of the company, a representative des-
ignated on rotation among the members and a representative of the Consumer 
Associations. In the event of violations, the record of the checks is transmitted 
to the Competition Authority and to the Authority for the Protection of Person-
al Data.
Trade Associations that subscribe this Code and the Companies initiate forms of 
collaboration with the Consumer Associations and with the Authorities involved 
in order to identify both operational solutions for compliance with this Code, 
and alternative systems for resolving disputes arising from application of this 
Code.
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