
0 
 

 

 

 

 

  

 

Standard       
Operating  
Procedure 
Code of Ethical Conduct                                                                                                                          
for Licensed Foreign Employment Agencies 

2017 



1 
 

ACKNOWLEDGEMENTS 

 

The Standard Operating Procedure for the Code of Ethical 
Conduct (CoEC) is targeted towards supporting the Licensed 
Foreign Employment Agents of Sri Lanka. It is designed in the 
form of a step by step guide on ‘how to implement’ the fourteen 
provisions of the CoEC. All agencies should follow the guidelines 
laid down herein in order to contribute to strengthening ethical 
and fair recruitment practices in a rights based migrant-friendly 
manner. 

The development of the SOP was carried out by IOM through a 
series of consultative workshops with Licensed Foreign 
Employment Agencies in Sri Lanka. Thereafter, the SOP outline 
was analysed by an expert group consisting of labour migration 
industry experts from the government, recruitment agencies, 
international organizations and civil society. Finally, the draft of 
the SOP was reviewed and endorsed by the Programme Advisory 
Committee chaired by the Secretary, Ministry of Foreign 
Employment.  

The IOM greatly acknowledges recruitment agencies, 
international organizations and civil society for regularly meeting 
to review and contribute to the development of this SOP through 
the expert group.  

IOM wishes to express its sincere gratitude to the Secretary of the 
Ministry of Foreign Employment and the staff of the Ministry for 
their direction and contribution to this program. Furthermore, 
appreciation is extended to staff of the Sri Lanka Bureau of 
Foreign Employment for their time and efforts towards gathering 
information to analyse the current status in the recruitment 
industry and how it can be further capacitated. 



2 
 

IOM also acknowledges and thanks the Swiss Development 
Cooperation (SDC) for funding the project through the 
International Labour Organization and for their consistent advice 
and support. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



3 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

• Important note: All standards are developed based on current 
legal frameworks governed by the Sri Lanka Bureau of Foreign 
Employment Act No 21, 1985 and its amendments, circulars and 
other legal documents issued by the SLBFE in the standard 
operating procedure of the CoEC. The standards are subject to 
changes based on regulations set forth by the Sri Lanka Bureau 
of Foreign Employment. It is the responsibility of the 
recruitment agency to regularly update on legislation and policy 
revisions. 
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1. GENERAL INTRODUCTION 

1.1. The Policy and Overarching Principles 

In all three stages of the migration process, the most critical role 
is played by Licensed Foreign Employment Agents in Sri Lanka and 
their importance is clearly evident. Their services have helped 
immensely to explore foreign employment opportunities for Sri 
Lankans and have paved way to easing the burden of 
unemployment in the country, while creating a massive foreign 
exchange source for Sri Lanka. 

Having acknowledged the services rendered by Licensed Foreign 
Employment Agencies, the National Labour Migration Policy has 
identified the importance of improving the professionalism and 
ethical recruitment practices among the Licensees. Hence, the 
National Labour Migration Policy emphasizes that; “The 
recruitment aspect of the labour migration process will be 
regulated and managed within a framework of governance and 
accountability. The State regulates the recruitment industry 
through administrative policies and procedures, licensing 
schemes, code of conduct and monitoring and penal provisions to 
address offences.” 

Under key activities implemented to fulfil and ensure effective 
implementation of the National Policy on Labour Migration, the 
need of having a code of ethical conduct came into light and it 
was proposed to be in line with provisions of the ILO multi-lateral 
framework on labour migration focusing on protection of rights 
of the migrant workers in both home country and destinations.  

Under the provisions of the SLBFE Act No.21/1985, Section 55(d) 
states; “The functions of the Association shall be to formulate a 
code of good conduct for licensees and to ensure its 
enforcement.” 
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Accordingly, the Code of Ethical Conduct for Licensed Foreign 
Employment Agencies was developed through a committee 
appointed by the Secretary of the line ministry with the 
participation of key stakeholders, such as representatives from 
the Ministry of Foreign Employment, Ministry of Foreign Affairs, 
Ministry of Labour, SLBFE, Association of Licensed Foreign 
Employment Agencies and Trade Unions to obtain multi-
stakeholder inputs. This Code of Ethical Conduct was approved 
by the Board of Directors of SLBFE in August 2013. 

1.2. Objectives of the Standard Operating 
Procedure 

According to the Baseline Assessment conducted on the 
"Application of the Code of Ethical Conduct and Professional 
Capacity of the Licensed Foreign Employment Agents” in January 
2017, it was identified that the implementation of the CoEC has 
not met its expectations due to a number of reasons.  

Since the CoEC is not legally binding, extensive support activities 
are required to reach the important target groups, and mere 
adoption of the Code is not by itself sufficient to induce changes 
in the recruitment field. Therefore, continued efforts are 
necessary to raise awareness among the key stakeholders and to 
facilitate them for the successful implementation of the CoEC. 

In line with the above, the objectives of the Standard Operating 
Procedure (SOP) are as follows: 

• To provide a user-friendly guide as the Standard 
Operating Procedure (SOP) with a set of step-by-step 
instructions to help LFEAs carry out the instructions given 
in the CoEC. (The SOP can be used as a checklist for 
recruitment agencies) 
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• Aid to ensure the effective implementation of the CoEC 
with a better understanding by the LFEAs. 

• Assist to achieve efficiency, quality output and uniformity 
of performance, while reducing miscommunications and 
failures to comply with industry norms & regulations.  

• Help achieving the objectives of introducing the CoEC and 
thus the ultimate goal of promoting ethical practices in 
the process of recruiting Sri Lankans for foreign 
employment, thereby bringing benefits and protection to 
migrant workers. 

1.3. Structure of the Standard Operating Procedure 

The Standard Operating Procedure is an important tool that 
provides a step-by-step guide to all agencies involved in 
recruiting persons for foreign employment. It is to set up a basic 
procedure guide, which considers the laws and regulations in the 
country related to labour migration & its related areas and 
international best practices, as well as recommendations of key 
stakeholders on the implementation of main provisions. 

Hence, the SOP reflects and adheres to international and national 
standards set out in the recruitment monitoring and guiding 
principles. Objective of each activity, responsibility of key 
stakeholders, authority to implement each activity and the 
sequence of steps or tasks for the given procedure has been 
included in this SOP. 

Priority areas of the CoEC which directly affects the protection of 
the rights of migrant workers have been provided with 
comprehensive and detailed guides. Supporting documents such 
as specimen formats, relevant Acts, SLBFE Circulars/Instructions 
have also been included in a user-friendly and standard manner 
to facilitate LFEAs in implementing the CoEC. 
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2. THE STANDARD OPERATING PROCEDURE 

The content of the SOP covers the implementation guide for the 
following areas of the CoEC, and is intended to facilitate all 
licensed foreign employment agencies, licensees and their staff. 

2.1 Legal Compliance 

2.2 Business Standards & Best Practices 

2.3 Job Advertisements 

2.4 Recruitment 

2.5 Protection and Welfare of Workers 

2.6 Training 

2.7 Handling of Complaints and Dispute Settlement 

2.8 
Obligation to Clients, Job Seekers and Customer-
Care 

2.9 Partnership Development 

2.10 Return and Re-Integration 

2.11 Awareness of the Code of Ethical Conduct 

2.12 Implementation of the Code of Ethical Conduct 

2.13 Enforcement 

2.14 Time Period of Filing Complaints 
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2.1. Legal Compliance 

2.1.1. Introduction 
The SLBFE Act No.21/1985 as amended specifies the legal 
requirement of having a Code of Ethical Conduct for the licensed 
foreign employment agents to promote good conduct among the 
licensees. This is under the provisions of the SLBFE Act 
No.21/1985 Section 55(d) which states “The functions of the 
Association shall be to formulate a code of good conduct for 
licensees and to ensure its enforcement”. 

Hence the Code of Ethical Conduct was formulated and adopted 
by the Board of Directors of the SLBFE for implementation. The 
Chairman's Circular Lic/04/2014 issued on 29th October 2014 
informed all Licensed Foreign Employment Agents to adhere to 
the provisions of the CoEC with effect from 1st January 2015. 

2.1.2. Objective 
To pave the way for LFEAs to comply with the legal framework of 
Sri Lanka relating to labour migration and to refrain from illegal 
and immoral activities in recruiting manpower for foreign 
employment, while also abiding with laws and regulations 
governing the recruitment of people for employment in the 
country of destination. 

2.1.3. Authority 
a) SLBFE Act No. 21/1985  
b) Chairman's Circular Lic/04/2014 dated 29th October 2014 

 

2.1.4. Standard Procedures to Follow 
a) All Licensed Foreign Employment Agents should comply 

with guidelines in the CoEC. 
b) Periodically attend awareness building programmes on 

the Code of Ethical Conduct scheduled by the SLBFE and 
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ensure that senior staff members are familiar with the 
CoEC. 

c) Appoint a responsible person (within the respective 
recruitment agency) to oversee compliance with 
provisions in the CoEC. 

d) With the assistance of the SLBFE, provide training & 
awareness raising on the value of complying with the 
CoEC and on its benefits among the staff of the agency. 

e) Commence a self-monitoring system within agency 
through a designated staff member to monitor 
compliance with guidelines of the CoEC. (Tool for self- 
monitoring will be provided) 

f) Check and update daily on the rules and standards 
applying to regulating foreign worker recruitment in the 
country. 

g) On a regular basis, check and update the regulations on 
foreign worker recruitment in the relevant destination 
countries. 

h) Train staff members to regularly check web-sites related 
to the above-mentioned areas in order to update the 
knowledge on recent trends in the recruitment field. 

 

 

 

 

 



19 
 

2.2. Business Standards & Good Practices 

2.2.1. Introduction 
Good practices mean identifying and using the best ways of 
working to achieve business objectives. It involves keeping up-to-
date with the ways that successful businesses in the industry and 
others operate and measuring your way of working against that 
of those used by market leaders. Applying appropriate standards 
to your business will enable you to integrate best practices across 
the organization, and to work in compliance with objective 
criteria to achieve a higher service quality. 

Good practices can help your business to: 

• become more competitive 

• increase recruitment and develop new markets 

• reduce costs and increase efficiency 

• improve skills of workforce 

• use technology effectively 

• reduce waste and improve quality 

• respond faster to innovations in the sector 

(Application of good practices in an organization -vide - Annex 1) 

2.2.2. Objective 
As a business handling job seekers, prospective migrant workers, 
employers, sponsors and foreign recruitment agents, Licensed 
Recruitment Agents should practice professionalism, integrity 
and fair practices in supplying human resources to fill the 
increasing demand for labour in the global market. 

Therefore, the main objective of this provision is to encourage 
Licensed Foreign Employment Agencies to establish clear and 
transparent business policies, ensuring accountability and 
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transparency in dealing with job seekers, migrant workers and 
associate stakeholders. 

Further, this aims to encourage observing the highest principles 
of integrity, professionalism and fair practice in the recruitment 
process and to refrain from activities which discriminate or 
negatively impact job seekers, especially women, or infringes 
upon basic human rights and national & international norms. 

2.2.3. Standard Procedures to Follow 
a) Establish an Equal Opportunity Policy in the Licensed 

Agency, which does not discriminate based on gender, 
race, ethnicity, religion or political beliefs. 

b) Send key staff of the Licensed Agency for SLBFE training 
programmes conducted to brief them on designing these 
policies. 

c) Train a designated staff member of the agency on these 
areas, who will be responsible to educate staff members 
of the agency on promoting equal opportunities and 
social diversity (gender, ethnic, religious beliefs etc.) 

d) Ensure that the Equal Opportunity Policy is periodically 
assessed. 

e) Ensure accountability and transparency in dealing with 
job seekers, migrant workers and associated partners. 

f) Share with the job seekers accurate information on all 
types of fees and costs that the licensee may charge and 
on all the services provided. 

How to follow the above provisions: 

I. Brief the job seekers/prospective migrant workers about 
their human & labour rights and entitlements under the 
existing law. 

II. Provide migrant workers in their own language, clear and 
accurate information regarding the position, conditions of 
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work, safety & health, accommodation, food provisions, 
living conditions, salary details, leave entitlement and 
other necessary terms of employment before deployment 
to designated country. 

III. Record evidence for future reference (in the presence of 
a witness) that the migrant worker has been informed and 
has clearly understood, before deployment, of their 
rights, working and living conditions  

IV. Ensure that terms of the employment contract which the 
migrant workers sign upon their arrival at the destination 
country shall be identical to the terms of the original offer 
of employment which was provided to them in Sri Lanka. 

V. Migrant workers should not be coerced into signing 
contracts or signing blank documents. 

VI. Always utilize the service of a recruitment agency that is 
registered and holds a valid license from the competent 
authority of the country in which the agency operates. 

VII. Ensure that the LFEA does not engage in forced, bonded 
or indentured labour or trafficking of persons. This 
includes transporting, harbouring, recruiting, transferring 
or receiving persons by means of threat, force, coercion 
or fraud for labour or services. 

VIII. Take appropriate measures to identify the age of the job 
seekers, especially female domestic workers in 
accordance with the present SLBFE regulations for 
employment in the country, to prevent child labour at any 
stage of recruitment. 

IX. Perform all business activities in a transparent manner to 
ensure that it is recorded accurately in the business books 
and records of the Licensed Agency. 

X. Bribes or other means of obtaining undue or improper 
advantage are not to be promised, offered, authorized, 
given or accepted by the LFEA. 
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XI. Create a system to uphold standards of fair business, 
advertising (in accordance with SLBFE standards) and 
competition. 

XII. Make available appropriate means to safeguard customer 
information and to commit the LFEA to protect 
reasonable privacy expectations with regards to personal 
information of customers. They should also comply with 
privacy and information security laws and regulatory 
requirements. 
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2.3. Job Advertisement 

2.3.1. Introduction 
Licensed Foreign Employment Agencies should actively promote 
themselves to job seekers and organizations to ensure awareness 
of their specialist sector knowledge and professional expertise. 
Advertising in print and electronic media is one such method to 
promote business. The LFEA is expected to follow guidelines 
stipulated by the regulatory authority to provide complete, 
accurate and clear information to the general public.  

Three types of approvals are granted by the SLBFE for advertising: 

I. Advertisement for CV collection 
II. Advertisement for recruitment 

III. To print leaflets, banners, conduct job interviews and 
seminars related to recruitment 

2.3.2. Objective of the Activity 
To provide accurate and reliable information to the public, 
prospective migrant workers and job seekers on vacancies 
available in foreign countries is the main purpose of the activity.  

The recruitment charges, salary, terms and conditions of the 
employment will be shown in these advertisements published to 
call for applications by Licensed Foreign Employment Agents. 

2.3.3. Authority 
• SLBFE Act No. 21/1985 – Section 37(1):"A licensee shall 

not issue any advertisement or notice calling for 
applications from persons for employment outside Sri 
Lanka or take any other action in connection with or 
incidental to such employment without the prior approval 
in writing of the Bureau”. 
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• SLBFE Amended Act 56/2009 - Section 37 A (1): “No 
person shall print or publish or cause to be printed or 
published in any media, any advertisement or notice 
submitted to it by a licensee or any other person, 
calling for applications from persons for employment 
outside Sri Lanka, without satisfying himself that such 
advertisement or notice has been approved by the 
Bureau for such publication under section 37”. Section 
37 A (2): “Any person who contravenes the provisions 
of subsection (1), shall be guilty of an offence under 
this Act”. 

 

• Chairman's circulars related to advertisement 
approval 

  

• Related internal circulars of the SLBFE 
 
 

2.3.4. Standard Procedure to Follow to Obtain Job 
Advertisement 

 

A. Submitting documents for 1st approval 
The purpose of granting 1st approval to a Licensed Agent 
is to authorize the local agent to identify suitable 
candidates for vacancies received. The local agent should 
submit the job order sent by the foreign agent through e-
mail. Copy of the e-mail and a colour print-out of the job 
order are to be submitted to the 1st Approval Counter of 
the SLBFE. These documents are verified by the SLBFE 
with the Embassy Updates and all job orders should be 
approved by the Labour Section of the Embassy in the 
relevant destination. 
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B. Obtain the 1stapproval  

Along with this approval, the advertisement approval 
could also be obtained from the SLBFE to find suitable 
candidates for the vacancies. 

 
C. Submit specimen of proposed printed advertisement  

This has to be completed with accurate data, such as job 
related tasks, working conditions, facilities, remuneration 
package, occupational qualifications and chargeable 
amount. 

 
I. Advertisement for CV collection 

To Licensed Agents seeking approvals to find suitable 
candidates based on the demand letter, an approval is 
granted to advertise which is only valid for a period of 
one month. At the request of the licensed foreign 
agent, SLBFE grants approval to advertise job 
vacancies for male professionals’ category or 
male/female mid-level skilled categories allowing to 
collect CVs of qualified job seekers.  
 

• Submit a clear demand letter to the SLBFE for this 
purpose. 

• Be aware that the Embassy attestation is not required. 

• Mention in the advertisement that the advertisement 
is only for collecting CVs and not for the collection of 
recruitment fees. 
 

II. Advertisement for recruitment 
Licensed foreign employment agencies are allowed to 
advertise foreign job vacancies in print and electronic 
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media, calling for interviews and recruitment to fill 
such vacancies. Validity of such approvals for 
advertising on print and electronic media will be for a 
period of three (3) months. Approval could be 
obtained for advertising on Radio, TV and in 
Newspapers. 
 

• Obtain prior approval from Sri Lanka Bureau of 
Foreign Employment by submitting the documents 
specified since mass media only entertains 
advertisements approved by the SLBFE. 

• The request letter should include the form of media to 
be used.  

• Be aware that the validity of such approvals for 
advertising in print and electronic media will be for 3 
months. 
 

III. Obtain approval to print leaflets, banners, conduct job 
interviews and seminars related to recruitment. 

 

2.3.5. Required Documents 
I. Category: Advertisement for CV Collection 

• Job order (Embassy approval is not needed). 

• Specimen of the advertisement including terms and 
conditions of the job, country of employment, salary 
and recruitment charges. 

• Request letter from the local recruitment agent for 
publishing the advertisement  
 

II. Category: Advertisement for Recruitment 

• Copy of the First Approval. 
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• Request letter from the local recruitment agent for 
publishing the advertisement. Specimen of the 
advertisement including terms and conditions of the 
job, country of employment, salary and recruitment 
charges. 

• Form 5 - Recruitment Cost. 
 

III. Category: Obtaining approval to print leaflets, 
banners, conduct job interviews and seminars 
related to recruitment 

• Request letter from the local recruitment agent for 
printing leaflets/banners or conduct 
interviews/seminars. 

• Copy of the First Approval. 

• Specimen of the leaflet including terms and conditions 
of the job, country of employment, salary, 
recruitment charges and approval number. 

• Letter from the owner of the venue where the 
seminar/job interviews are scheduled to be 
conducted. 

• Form 5 - Recruitment Cost. 
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2.4. Recruitment 

2.4.1. Introduction 
Recruitment is the core activity of a LFEA and people are the core 
business of a recruitment agency. Recruitment companies that 
are determined to provide the right personnel for the right job 
should place special care on the human rights of the workers, 
who are at the centre of these business relationships. Therefore, 
the licensee should take measures to protect the industry and 
their clients by providing accurate information on employment 
opportunities by following ethical practices.  

In that sense, a licensee should take measures to ensure that they 
avoid unethical recruitment practices such as child labour, forced 
labour, human trafficking and human smuggling. SLBFE has 
provided adequate measures to monitor recruitment practices of 
licensed recruitment agencies, enabling them to conduct 
business within the legal framework.  

2.4.2. Objective 
To protect migrant workers and the industry operated through 
eliminating unethical practices in the recruitment process.  

Further, it is aimed to improve the trustworthiness of LFEAs 
throughout the recruitment process.  

2.4.3. Standard Operating Procedures 
 

Recruitment of Female Domestic Workers 

The procedures for recruiting female domestic workers are as 
follows: 

I. The LFEA should conduct age verification through the 
Birth Certificate and National Identity Card. In case of 



29 
 

doubt, the licensee can demand a medical certificate 
indicating the age of the female job seeker. 

II. Inform female domestic sector job seekers that the 
workers MUST meet the current government rules on the 
minimum age. (See details in the box) 

III. Licensed Foreign Employment Agent should assist in the 
prevention of trafficking and child labour. 

IV. LFEA should check the National Identity Card and the Birth 
Certificate of each prospective female worker and should 
not depend only on the passport. 

 

What is a Family Background 
Report (FBR)? 

Current Government Rule 
Related to the Minimum 

Age 

Obtaining a FBR is a 
mandatory pre-requisite for 
all female migrant workers. 
 
The Development officers 
(DO) of the Ministry of Foreign 
Employment attached to 
Divisional Secretariats are 
responsible for preparing and 
sending this report to the 
SLBFE.  
 
The Objective of the FBR is to 
assist female migrant workers 
in making informed decisions 
and to ensure the protection 
of children by preventing 
mothers having children 
below the age of 5 years from 

• Age 21 for all countries other 
than Middle East 
 

• Age 23 for Middle East other 
than KSA 
 

• Age 25 for KSA ONLY 
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migrating for employment. 
(This regulation was approved 
by the Cabinet of Ministers in 
2007, implemented in 2013 
and re-approved again by the 
Cabinet of Ministers in 2016.) 
 
LFEA should check for the 
availability of the FBR with the 
female job seeker in order to 
comply with present 
regulations. 
 
In instances where the FBR is 
not available, the LFEA should 
provide necessary 
information and advise the 
prospective female worker to 
visit the relevant DO of the 
Divisional Secretariat Office to 
obtain the FBR, after 
obtaining a GramaSeva 
Niladhari (GS) certificate. 
 

 

V. LFEA should check on the prior experience of the 
female job seeker and inform them of the training 
requirement.  

VI. The LFEA should at this point explain to the female job 
seeker that the pre-departure training is a mandatory 
requirement for foreign employment. 

VII. Brief the job seeker about the location of the SLBFE 
training centre and on other necessary information. 
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Recruitment of Workers for Foreign employment (Non-
Domestic Sector as per Current Regulation) 

Once the LFEA has been granted approval for advertisements or 
to search for prospective workers, the physical recruitment can 
begin: 

I. Inform prospective candidates about the laws, 
regulations and procedures stipulated by the SLBFE. At 
this point, the LFEA should explain the minimum 
standards required for all male & female job seekers. 
 

II. At the beginning of the process, female job seekers MUST 
be briefed about the Family Background Report (FBR) 
which, according to the current regulations, is a 
mandatory requirement for all female migrant workers. 
 

III. A female migrant worker should be provided detailed 
information on this requirement and on their eligibility for 
the FBR by considering the following conditions: 

• Mothers with children below the age of five (5) years 
cannot be processed for foreign employment. They are 
required to wait until their children are above 5 years of 
age. 

• During this period the prospective female migrant worker 
should be encouraged to adequately prepare for the 
challenge of foreign employment. (This is expected 
through the social responsibility of an agent, who 
practices ethical conduct in the field of recruitment) 

• Females who do not meet the minimum age SHOULD NOT 
be taken for processing. 
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IV. The prospective female migrant workers must be 
informed about the mandatory training requirement as 
per SLBFE rules: 

• Domestic sector female workers departing for the first 
time to Middle East: NVQ level three (3); forty (40) days 
training 

• Domestic sector female worker departing for the first 
time to Europe & East Asia: NVQ level three (3); thirty-five 
(35) days training 

• Caregiver workers departing for the first time: NVQ level 
three (3); forty-five (45) days training 
 

V. Female workers must be clearly informed of these 
training requirements that are on par with the NVQ level.  

 

IMPORTANT 
Dress Code for Pre-
departure Training 

NVQ stands for National 
Vocational Qualification. 
 
The TVEC (Tertiary and 
Vocational Education 
Commission) is the Government 
Authority responsible for 
accreditation and validation of 
National Standards for Vocational 
Qualifications. 
 
NVQ level three (3) qualifications 
are now equal to GCE Ordinary 
Level qualification. 

The standard dress code for 
female migrant workers is 
comfortable cotton slacks 
and fully covered light 
coloured blouse. 
 
Male workers: Decent attire 
for training 
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VI. Brief female migrant workers about the “family day” 
programme conducted at the training and of the 
requirement for compulsory participation of the spouse 
or family member for that session. 
 

VII. Female and male workers MUST be briefed on the 
standard dress code for pre-departure training 
programme and on suitable attires for departure.  
 

VIII. Ensure that the migrant worker is fit for travel and is able 
to perform duties stipulated in the employment contract. 
 

IX. Brief female migrant worker about the medical report 
requirement for obtaining visas. 
(In these circumstances the LFEA MUST deploy a female 
officer to explain the preparations for the medical test as 
it is an important requirement. The migrant worker should 
be made aware of family planning and on how to prepare 
for medical for the purpose of obtaining a valid medical 
report.) 
 

X. Brief migrant workers on the medical examination upon 
arrival in the country of destination. 
 

XI. LFEA should explain about meeting the cost of 
preparation and the responsibility of the prospective 
migrant worker in this regard. At this briefing, LFEA will 
explain to the prospective worker that the recruitment is 
done free of charge for Middle East bound female 
domestic workers. 

• Licensed Agent should explain that the total cost of the 
training, including other expenses incurred during the 
training would be borne by the agent.  
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• The candidates must be made aware in a transparent 
manner that this cost is ultimately borne by the sponsor, 
whereas non-domestic workers & domestic workers 
departing to other countries have to pay this cost to the 
Licensed Agent.  

• At this stage the worker MUST also be informed about 
SLBFE approved charges.  
 

XII. Issue receipts for all payments made by the migrant 
worker for the services provided by the LFEA.  
 

XIII. Explain to the prospective migrant worker the grounds, 
on which the passport could be withheld by the LFEA. 

 

XIV. Educate migrant workers, especially female migrant 
workers, on how to transit in instances where they have 
to transit through other foreign countries to reach the   
country of destination. 
 

XV. Inform male workers during the recruitment process on 
the mandatory five-day orientation programme 
conducted by SLBFE at the Training Centres. 
(Information on the category of workers to be enrolled for 
the training could be obtained from the SLBFE web site. If 
the worker belongs to labour, cleaner etc. or semi-skilled 
categories, they MUST attend the mandatory training.) 

 

2.4.4. Signing of Employment Contract 
 

• At the beginning of the recruitment process, every step 
the LFEA would take during the process should be 
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explained and advice should be provided to prospective 
workers in order for them to be prepared.  
(This includes but not limited to, medical tests, interviews 
including foreign principals coming for interview, 
obtaining necessary certification, trade tests, cost 
involved and preparing the family for departure) 
 

• Licensee shall ensure that the migrant worker has an 
employment contract before departure and ensure 
compliance with the contract. 
 

• When the agreement is signed by the Licensed Foreign 
Employment Agent and the worker, it is the prime duty 
and responsibility of the LFEA to clearly explain all clauses 
of the Contract to the migrant worker since the SLBFE is 
not involved in this phase of signing the Employment 
Contract. 
 

• LFEA should not intimidate the worker when signing an 
employment contract by either threatening, forcing, 
harassing or deceiving the migrant worker. 
 

• The LFEA represents the foreign agent as they have the 
power of attorney in their representation. 
 

• The LFEA should explain to the candidates, the process of 
submitting complaints and available mechanisms at 
district, national and country of destination levels.  
 

• At the first stage of the recruitment process, the LFEA 
should clearly explain to the worker the issues they may 
face at the workplace and should inform which of these 
could be settled by the LFEA. 
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• During the recruitment stage, the Licensed Agent MUST 
clearly explain to the prospective worker about the 
employment contract and its conditions. This should take 
place during the last stage of recruitment, prior to the 
registration of the migrant workers with the SLBFE. This 
should include: 

i. Salary, over-time (OT), other payments, any 
deductions, increments, payment dates and 
payment mode where applicable. 

ii. Requirement of a medical examination at 
destination country. 

iii. Probation, violation, type of leave, illegal 
activities, punishments, deportations and 
blacklisting. 

 

• The prospective migrant workers should be informed 
about the mandatory registration with SLBFE as follows: 

i. The fees for Registration 
ii. The law of Foreign Employment 

iii. Validity of the Registration 
iv. Re-registration after expiration 
v. Facilities provided by SLBFE for registered workers 

 

• The LFEA should bring a complete set of documents with 
each passport for registration. All formalities MUST be 
completed prior to registration with the SLBFE. 
 

• A complaint against the LFEA could be submitted to 
SLBFE. This option should be explained to the candidate 
at the last stage of recruitment. 
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• The LFEA should explain to the prospective migrant 
workers of the possible waiting time prior to departure.  

2.4.5. Authority 
Section 37, 38, 39 and 40 of the SLBFE Act No. 21/1985 and 
Section 37A(1) of the amended Act No. 56/2009 provide the legal 
provisions on recruitment of persons for foreign employment. 
 
Responsibility: LFEA, SLBFE, Ministry of Foreign Employment and 
the Labour Section of Diplomatic Missions.  
 

IMPORTANT 

ILO Standards regarding recruitment agencies 
 
ILO Convention 181 and its accompanying 
recommendation No 188 were adopted by the 
International Labour Conference of the ILO in 1997. Up to 
now, 26 countries have ratified Convention 181. 
 
Convention 181 covers the recruitment and placement in 
employment of workers by employment and recruitment 
agencies of all categories of workers and areas of 
economic activity, except the recruitment of seafarers. 
Convention 181 sets out standards on  

• Freedom of Association and collective bargaining 

• Non- discrimination 

• Privacy and protection of personal information 

• Child labour 

• Prohibition of charging of fees to workers 

• Protection of migrant workers 

• State-to-state bilateral agreements on protection of 
migrant workers 
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• Access to remedy in conjunction with trade unions and 
workers' representatives 

• In the context of migrant workers, ILO Convention No. 
97 and Convention No. 143 are also relevant. 
ILO Convention No.111 addresses non-discrimination in 
recruitment and employment in detail. 

 

 

IMPORTANT 

Human trafficking is defined under Article 3 of the UN 
Protocol (2002) 
 
"Trafficking in Persons shall mean the recruitment, 
transportation, transfer, harbouring or receipt of persons, 
by means of threat or use of force or other forms of 
coercion, of abduction, fraud, deception of the abuse of 
power, position of vulnerability or of the giving or 
receiving of payments or benefits to achieve the consent 
of a person having control over another person, for the 
purpose of exploitation. 
 
Exploitation shall include, at a minimum, the exploitation 
of the prostitution of others or other forms of sexual 
exploitation, forced labour or services, slavery or practices 
similar to slavery, servitude or the removal of organs.” 
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IMPORTANT 

What is Human Smuggling? 
 
“Human Smuggling is the procurement, in order to obtain 
directly or indirectly, a financial or other material benefit, 
of the illegal entity of a person into a state party of which 
the person is not a national or a permanent resident.” 
 

 

 

IMPORTANT 

Sri Lanka Legal Framework on Human Trafficking 
 
The 2006 Penal Code Amendment Act comprehensively 
defines the offence of trafficking in persons largely in 
compliance with the UN Trafficking Protocol definition. 
Section 360C (1) especially criminalizes: 
 

a) Buying, selling, bartering, instigating or inducing the 
buying, selling, bartering of any person for money or other 
consideration; 
 

b) Recruiting, transporting, transferring, harbouring, 
receiving any person or using threat, force, fraud, 
deception or inducement or by exploiting the vulnerability 
of another for the purpose of securing forced or 
compulsory labour or services, slavery, servitude ,the 
removal of organs, prostitution or other forms of sexual 
exploitation or any other act which constitutes an offence 
under any law; 
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c) Recruiting, transporting, transferring, harbouring or 
receiving a child or any other act with or without consent 
of the child for these same exploitative purposes. 
 
*The prescribed penalty for trafficking is imprisonment of 
no less than two and no more than twenty years, which 
can be combined with a fine. For a trafficking offence 
involving a child Section 360(1)(c), defined as a person less 
than 18 years of age, the minimum penalty of 
imprisonment is enhanced to three years-Section 360C (2) 
and (3). 
 

 

IMPORTANT 

Child Labour is the work that deprives children of their 
childhood, parental care and their dignity and that is 
harmful to physical and mental development. This refers 
to work that is mentally, physically, socially or morally 
dangerous and harmful to children; and interferes with 
their schooling by depriving them of the opportunity to 
attend school, obliging them to leave school prematurely; 
or requiring them to attempt to combine school 
attendance with excessively long and heavy work. 
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2.5. Protection and Welfare of Workers 

2.5.1. Introduction 
The protection and welfare of workers deployed overseas is the 
core responsibility of a licensee, as a key stakeholder in the 
recruitment process. The licensed foreign employment agent 
MUST have a clear understanding of what is meant by protection 
and welfare of migrant workers and how this concept is 
integrated into the recruitment process at all three stages of the 
migration cycle. 

The licensee and their staff MUST understand and learn 
international concerns highlighted by the UN agencies on the 
protection and welfare of Migrant Workers.   

The SLBFE Act No. 21/1985 has made provisions in its objectives 
to undertake the protection and welfare of migrant workers and 
has made provisions to give authoritative powers to the SLBFE for 
monitoring compliance of the Licensed Agents with these 
obligations. 

Hence a LFEA should provide complete support to government 
authorities such as the Ministry of Foreign Employment, SLBFE 
and Diplomatic Missions overseas to fulfil this responsibility. 

2.5.2. Objective 
To align with the SLBFE Act, National Labour Migration Policy, 
other related policies and International Conventions to protect 
the human rights of migrant workers, to prevent abusive 
practices, and exploitation of migrant workers while promoting 
decent and productive work for migrant workers. 

2.5.3. Standard Procedures to Follow 
I. Be aware of, and respect the applicable national laws, 

regulations and employment contracts of the home 
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country, destination country and International Labour 
Standards related to labour migration in recruiting people 
for foreign employment. 
 

II. Delegate responsibility to key staff members or to a 
committee for overseeing protection and human rights 
issues of the migrant workers in the agency. 
 

III. Provide jobseekers access to credible, reliable and 
accurate information on qualifications, education and 
training requirements to facilitate informed decision on 
migration. 
 

IV. Inform all migrant workers to ensure that they keep a 
photo-copy of their passports with them at all times and 
a copy with their family. 
 

V. Ensure the following requirements are fulfilled, prior to 
sending migrant workers through the respective agency; 

• Migrant workers will have a legally recognized 
employment relationship with a legitimate employer in 
the destination country. 

• Ensure a safe and healthy work environment for the 
migrant workers. 

• Workers are not to be deceived about working conditions 
and living standards.  
 

VI. Establish a system developed by the respective agency to 
monitor the well-being of migrant workers through; 

• Phone calls 

• Introducing hotlines 

• Direct personal contact or through the counterpart 
agency (in the country of destination). 
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VII. Assign staff members to maintain records for each worker 

and update records in a timely and efficient manner. 
 

VIII. The LFEA should maintain appropriate records of the 
status of departed migrant workers through the agency 
on the following; 

• Update after arrival at the destination. 

• Update after one month of arrival at the destination. 

• Salary, accommodation, food and other facilities (This 
should be obtained DIRECTLY from the worker) 

• Update after three months of arrival at the destination 
and at least two times within the first three months. 

• Update on the above data after one year of arrival at the 
destination. 

• Update one month prior to the expiry of the employment 
contract to oversee contract renewal or termination as 
relevant. 

• Update return and exit arrangement of the worker. 

• Problems or disputes faced by the migrant worker at the 
work place. 

• LFEA's responsibility on health of the migrant worker. 

• Update on Health Insurance provided to the migrant 
worker by the sponsor.  

• Ensure all recruited workers sent for foreign employment 
have been insured by the sponsor. 
 

IX. LFEA should be aware of the conciliation powers 
designated to SLBFE officers as per the SLBFE 
Act/stipulated objectives and should follow the 
procedures as per these provisions. 
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X. Allow migrant families to lodge complaints against the 
recruitment agent. 

• Record complaints received from a person related to the 
migrant worker. 

• Register and open a separate file. 

• Categorize complaints according to the nature of the 
complaint. 
(If the complaint is of a personal nature, negotiate with 
the parties involved for an amicable settlement. e.g. 
changing a workplace) 

• Create awareness among LFEA staff on the responsibility 
in providing remedial action, timely interventions, 
responding to complaints and attending inquiries. 

• Report to the SLBFE according to the complexity of the 
complaint. 

• In the event the death of a migrant worker is reported to 
the agency by foreign counterpart/employer, the agency 
MUST inform SLBFE and Ministry of Foreign Affairs 
immediately. 

o Be aware of the procedures to follow in the event 
of the death of a migrant worker. 

o Assist family members of the deceased worker by 
briefing them on procedures to follow to 
repatriate the human remains,   

▪ Documents to submit to the Ministry of 
Foreign Affairs and Consular Affairs 
Division.  

▪ Eligibility of the NOK to submit an affidavit 
to the Consular Affairs Division. 

▪ Requirements to obtain funeral expenses 
from the SLBFE. 

• Engage with external sources to obtain assistance when 
protection issues are encountered. (Affected 
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stakeholders, industry associations, international 
organizations and civil society etc.) 
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2.6. Training 

2.6.1. Introduction 
Pre-departure orientation and training programs is an essential 
tool for the protection of migrant workers, especially when they 
are at the country of destination. SLBFE has initiated pre-
departure training as a mandatory requirement for providing 
basic information and skills to departing workers to empower 
them in maximizing benefits of their overseas employment. Thus, 
the training and education programs conducted by the SLBFE play 
a pivotal role in foreign employment. 

2.6.2. Objective 
To ensure that the migrant workers are well aware of their rights, 
responsibilities and obligations in the country of destination.     

Further, reducing vulnerability of migrant workers in their 
destinations by equipping workers with required information and 
skills for the prospective employment is also an important 
objective of the training. 

2.6.3. Standard Procedures to Follow 
I. Obtain a training date. 

II. The training centres of SLBFE will declare training 
programmes conducted for each category of migrant 
workers, for which prospective workers can register. 

III. The candidate should be sent to the training centre or 
training division with the following documents to register 
for pre-departure training; 

• Certified copy of passport of the candidate 

• Certified passport size photo of the candidate 

• Covering letter from the Licensed Agent 

• Copy of the Family Background Report (if applicable) 

• Training fee according to the programme 
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• NVQ fee 

• Uniform fee 

• Charges for meals 
IV. Enrolment in the training class 

• LFEA should send registered candidates with a guardian to 
their respective training centres. 

• They should be informed of the following; 
o To bring required list of clothes & materials appended 

below. 
o Candidates MUST be informed of their 

accommodation arrangements and the duration of 
stay in the provided hostel.  

o Accommodation is provided ONLY for female 
candidates by the SLBFE. Accommodation for male 
candidates is NOT provided by SLBFE. 

o Be informed about meal requirements. These 
requirements are provided during the training. 

o Health of the trainees is looked after by the training 
centre.  

o Inform migrant workers about the compulsory “family 
day” participation. The spouse or a responsible 
member has to attend this along with the necessary 
identification documents. 

o The guardian or responsible person should receive the 
candidate once training is completed. 

o Be informed on the rules related to absence, special 
leave and covering missed lessons. 

o Absence is not accepted in general. However, 
attending special matters during the training is 
allowed but evidence MUST be provided. Approval of 
the Training Manager MUST be obtained for covering 
the absent dates in the next training programme. 
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o The validity of training certificates MUST be informed 
to the trainee as mentioned below. 
NVQ-3 certificate has a lifetime validity, but if the 
certificate holder has not engaged in a follow-up 
foreign employment for 5 years, it is required to follow 
a 7-day re-fresher course conducted by the SLBFE 

 
V. Organize orientation programmes for selected migrant 

workers to provide them with detailed information on 
their employment contracts and practical information 
regarding the country of destination. 

VI. Organize special vocational training programmes and 
language training programmes, in addition to the 
mandatory training with the SLBFE. 
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2.7. Handling Complaints and Dispute Settlement 

2.7.1. Introduction 
The SLBFE receives nearly 10,000 complaints annually from 
various parties. According to recent statistics of the SLBFE (2015), 
76% of the complaints received were related to female workers 
and out of the total complaints received in 2015 the highest 
number was on harassments at workplaces.  

Out of the total complaints (both male and female) the highest 
percentage (36.5%) was related to breach of employment 
contracts. Licensed Agents should take into highest consideration 
on grievance handling and dispute settling as the total 
responsibility for these has been placed with the recruiter by the 
SLBFE Act. 

Hence the Licensed Foreign Employment Agencies should 
establish or participate in effective operational level grievance 
mechanisms for migrant workers and related stakeholders who 
may be negatively affected by the activities of the Agency. 

2.7.2. Authority 
SLBFE Act No. 21/1985 Section 44 provides authority to SLBFE 
officials to receive complaints and to provide settlement. Further, 
the Sections 62, 63, 64, 65,66 ,67, 68 and 69 explain the role and 
responsibilities of LFEAs and offences related to recruitment and 
legal procedures against such acts. 

2.7.3. Objective 
Respond promptly to the grievances and disputes related to the 
employment, offer effective and speedy solutions for the 
distressed parties and facilitating a fair hearing. 
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2.7.4. Standard Procedures 
• Familiarize agency staff with effective operational level 

grievance mechanisms in the industry. 

• Select two suitable officers from the permanent staff of 
the LFEA and appoint them for the job and provide special 
training on handling labour disputes, including knowledge 
on counselling. 

• Make a written request to the General Manager (GM) of 
SLBFE to obtain permission for those nominated officers 
to receive required training from SLBFE in order to 
familiarize them with the CMS of SLBFE, functions of the 
Foreign Relation Division and Conciliation Division. 

• Familiarize with the existing system in the agency and 
design an effective grievance handling mechanism for the 
agency. 

• Understand the dispute resolution processes in key 
sourcing countries. 

• Brief the migrant workers before departure on the 
contact person for complaints, the process and timescales 
within which a complainant can expect a response. 

• Brief the migrant workers on the complaint mechanism 
available in destination countries and on accessibility to 
relevant government and non-government agencies 
when need arises at the destinations. (Embassy, 
Counterpart Recruitment agency, NGOs, Government 
authorities in destinations etc.) 

• Introduce ways of providing migrant workers with 
additional means of communication, such as mobile 
phone which can be pre-programmed to send SMS 
message to the relevant State Agency/ Embassy when 
problems arise. 

• Work with relevant foreign counterparts to develop 
feasible and sustainable solutions such as sharing agency 
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policies, expectations around employment and 
expectations in treating migrant workers.  

• Assign a key staff member to accept & receive complaints 
and a female staff member to address female worker 
related complaints from worker or family members, if 
possible. 

• Try to identify the authenticity of the complainant and 
whether he/she is the assigned person (NOK) for making 
complaints on behalf of the worker. 

• Record such complaints or requests and give a copy of the 
report or a unique complaint number to the complainant. 
If further information or documents related to the 
complaint is required, inform the complainant at the 
same time. 

• Brief staff to promptly respond to complaints and to meet 
the deadlines for responding to complaints. 

• Record the solution or settlement given to the 
complainant on each complaint for future reference. 

 

Customer Care is Marketing 

 
Everything you do that is customer-facing, is marketing. Every 
phone call, every e-mail and every face-to-face interaction with 
a customer is marketing. Organizations can and do spend many 
years and considerable marketing budgets building a positive, 
trustworthy relationship with the public. They think carefully 
about the type of customer they wish to attract, the image their 
brand portrays, and how they communicate the benefits of 
their products or services to potential customers. 
 
All that hard work can be undone in a few minutes with bad 
customer service. 
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Source: https:// www.skillsyouneed.com/ips/customer-
service.html 
 

 

• Follow the SLBFE procedures as mentioned below and 
liaise actively with SLBFE and Diplomatic Missions on 
dispute settlement when complaints are referred to the 
SLBFE/Mission: 

o SLBFE receives complaints in written form or 
verbal form, accepts the complaint and lodges it in 
the system and a physical file is opened.  

o The same complaint is sent to the respective LFEA 
through web-based system. Therefore, the LFEA 
MUST observe emails daily to provide prompt 
responses. 

o LFEA should open a file for the complaint received 
from the SLBFE and a designated staff member of 
the Agency MUST attend to it within 48 hours. 

o The Licensed Agent will also receive a letter from 
the SLBFE about the complaint which briefs the 
LFEA about the matter. 

o Depending on the complexity of the complaint, 
two weeks are allocated to the LFEA for taking 
action and responding. 

o LFEA should take urgent action on it by contacting 
the sponsor or foreign agent. The LFEA should 
listen to the complainant and take priority 
measures to contact the migrant worker. 

• Assign and train staff on attending inquiries, conciliation 
process and liaising with SLBFE Web-based Complaint 
Management System (CMS) to expedite actions related to 
complaints. 
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• Educate staff on the prime role and responsibility in 
settling disputes and grievance handling, failing which it 
will significantly impact on the agency at the time of 
annual renewal of the license. 
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2.8. Obligations to Clients, Jobseekers and 
Customer Care 

2.8.1. Introduction  
Customer care involves putting systems in place to maximize 
customer satisfaction with business. It should be a prime 
consideration for every business and also is an ethical obligation 
to care for customers. Profitability depends on how happy 
customers are with the services. A vast range of factors can 
contribute to customer satisfaction, but the customers, both job 
seekers and recruitment agents overseas, family members of the 
migrant workers and other business partners are likely to 
consider the following key factors: 

• Professionalism, friendliness and expertise of agency staff 
members at all times. 

• How well customers are kept informed. 

• How well recruitment practices and services match 
customer needs. 

• Efficiency and reliability in fulfilling orders of foreign 
clients and the service provided after recruiting workers. 

2.8.2. Objective 
To understand LFEA's obligation to treat all customers, both 
jobseekers and clients with the highest standards and the 
importance of maintaining good customer care practices with 
consistency amidst difficult situations. Establishing a standard 
practice at each point the customer is linked with a LFEA. 

2.8.3. Procedures to Follow 
Establish a customer care policy. The LFEA should establish good 
customer care procedures and create a customer friendly 
atmosphere in the office. 
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Requirements 
I. Waiting area and seating arrangements for public 

with support materials for their needs. 
II. Reception desk manned by a trained receptionist is 

essential in customer care. 
III. Separate sections for customers according to the 

type of customers and main requirements. 
IV. Provide awareness materials. 
V. Motivated staff with soft skills (Training courses may 

be useful for ensuring the highest possible levels of 
customer care).  

 

• Assign a senior manager as the key person of customer 
care policy, while making sure that all the staff is involved. 

• Understand customers’ needs in order to take 
appropriate steps and plan accordingly.  
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Customers at Local Level  

SOP for Handling Fresh Jobseekers  
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SOP for Re-Migrating Workers  
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SOP for Handling Departed Migrant Workers 
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SOP for Clients with Complaints  
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Customers/ Clients at Destinations  
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2.9. Partnership development 

2.9.1. Introduction 
Relationships among the licensees, business partners and other 
key stakeholders is important to the development of the licensed 
agency. The value of partnership in different aspects of global 
supply chains has been demonstrated in the past and strategic 
engagement with key stakeholders can enhance the impact, 
decrease costs and create sustainable systematic solutions. 

Positive partnerships with recruitment companies overseas, 
government institutions such as the SLBFE, skill development 
sector institutions, civil society partners, peer agents, national, 
regional and international organizations working on labour 
migration will enhance the standards of the Licensed Agency and 
allow learning about policy and practices in the industry. 

2.9.2. Objective 
To build close coordination and collaboration among key actors 
in recruitment through a mutually supportive manner and 
improving professionalism and ethical recruitment practices in 
the recruitment industry by sharing experiences, resources and 
good practices among themselves. 

2.9.3. Procedures to Follow 
• Understand each other's objectives by developing face-

to-face briefings, meetings and opportunities to 
experience the working environment and company 
culture. 

• Investing time in each other is the key to build better 
relationships. 

• Train staff, especially managers, in recruitment agency 
relationship building. 
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• Build rapport with key partners through regular contacts, 
meetings and networking etc. 

• Create a sense of trust among partners with openness and 
honesty (Especially in recruitment- companies seek 
recruiting firms that they like and trust) 

• Share the company principles, values and services with 
the migrant workers. 

• Be flexible - each partner needs to show a degree of 
flexibility. 
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2.10. Return and Re-integration 

2.10.1. Introduction 
Return and re-integration is multi-dimensional with social, 
psychological and economic aspects. Preparation for return and 
re-integration should commence at pre-departure stage, 
continuing throughout the migration cycle. This process should 
engage multiple stakeholders, ensuring reintegration efforts are 
meaningful and successful. Licensed foreign employment agents 
are expected to be involved in multiple ways to contribute to this 
process. 

2.10.2. Objective 
To engage LFEAs at all three stages of the migration process for 
hassle-free return and re-integration of migrant workers into the 
family, community and to the country. 

2.10.3. SOP for Return and Re-integration 
Follow a worker friendly policy as the LFEA role lasts till the 
migrant worker returns home: 

1. Brief the migrant workers at the stage of pre-departure 
and return, on skill upgrading. 

2. Provide information for departing workers to obtain 
recorded evidence of experiences gained from the 
overseas job, in order to get a new assessment for the RPL 
level of competency.  

3. Ensure that the recruited worker holds a separate account 
for remittance transfer and a standing order is given 
appropriately at the stage of pre-departure. 

4. Provide information on successful cases to new migrant 
workers. 

5. Organize awareness sessions for the spouses of departed 
workers to convince them on the main aspects of financial 
literacy and the importance of re-integration. Also, 
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convince them on family development goals and their 
contribution. (Agency level programmes) 

6. Collect and record information on returnee migrant 
workers within capacity. 
a. All workers who have completed their contracts at the 

due time 
b. Early returnees 
c. Returnees receiving career counselling 
d. Access to compensation 
e. Repatriation 

7. Monitor records of recruited migrant workers and ensure 
they return after the contract period. 

8. Ensure other benefits such as retirement package, 
gratuity or any other financial benefits which are provided 
by the employer, received.  

9. Ensure that any welfare support given by local Licensed 
Agents issued for re-integration purposes. 

a. Improve agency staff knowledge on resources available in 
the country to refer the returnees for skills upgrading and 
recognition. 

10. Train customer relation staff on counselling (both psycho-
social counselling and career counselling) for returnees 
and obtain necessary assistance from the reintegration 
unit and social development division of the SLBFE. 

11. Obtain assistance from the social development division to 
provide psycho-social supports for identified returnees.  

12. Provide information of returnees to the SLBFE re-
integration division considering the obligations under the 
company Corporate Social Responsibility Policy. 

13. Record the feedback. 
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2.11. Awareness of the Code of Ethical Conduct 

2.11.1. Introduction 
Successful implementation of CoEC among the LFEA will depend 
on the level of awareness of licensees and staff members on the 
importance, contents and the value of implementing the CoEC. 

2.11.2. Objective 
To encourage LFEA’s to implement the CoEC in order to promote 
ethical conduct and professionalism in business with job-seekers, 
employers and other stakeholders. 

2.11.3. Procedures to Follow 
• Design a plan to raise awareness on the CoEC. 

e.g. Display at public areas in the agency premises, display on 
the agency website etc. 

• Prepare a one-page document on the summary of the CoEC 
to increase awareness among migrant workers, foreign 
sponsors and agents. 

• Train staff on the CoEC by obtaining assistance of the SLBFE. 

• A key member of the staff should be designated to 
disseminate knowledge on the CoEC to internal staff and to 
the clients of the agency. 
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2.12. Implementation of the CoEC 

2.12.1. Introduction 
The application of the CoEC will be regulated and monitored by 
the SLBFE under the provision of the SLBFE Act No. 21/1985 - 
Section 55 and will apply to all LFEA’s, management and staff.  

As per the SLBFE Chairman's circular No. Lic/04/2014 dated 29th 

October 2014, the CoEC is to be implemented and all LFEAs 
should comply with the rules and guidelines spelled out in the 
CoEC. The procedure stated in the CoEC to resolve issues and 
disputes among the LFEAs or between LFEAs will promote a fair 
hearing to all involved in dispute settlement. 

A LFEA should bear the sole responsibility for the enforcement 
the CoEC among its members. 

2.12.2. Objective 
To establish ethical standards and guidelines and other legal 
requirements and international labour standards for conducting 
business of the LFEAs in a professional and transparent manner 
in line with the SLBFE Act.  

2.12.3. Procedures to Follow 
• Assign a key staff member to oversee compliance with the 

CoEC. 

• Train the staff on the SLBFE Training Module on the 
implementation of the CoEC and monitoring mechanisms. 

• Strictly follow the rules and regulations periodically 
imposed by the SLBFE on the CoEC compliance and be 
updated on the new changes. 

• Create awareness among agency staff on the advantages 
of complying with the CoEC, and the repercussions if 
expected compliance levels are not met.  
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• Prepare for the monitoring conducted by the SLBFE 
teams, of the compliance of the agency with the CoEC. 

• Initiate a system for internal monitoring/self-evaluation 
on compliance levels with the CoEC to prepare for SLBFE 
monitoring mechanism. 

• Use Information technology (IT) to plan the internal 
monitoring and evaluation system related to the CoEC. 
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2.13. Enforcement 

2.13.1. Introduction 
This describes the actions of the regulatory authority – the SLBFE 
- and its role in situations of violation of the CoEC. If any licensee 
violated the CoEC, the SLBFE could take actions depending on the 
nature of the violation. A written warning will be issued to the 
LFEA which will impact the extension of the license or result in 
withdrawal or cancellation of the Agency License. 

2.13.2. Objective 
To encourage all LFEAs to adhere to the CoEC 

2.13.3. Procedures to Follow 
• Familiarize with the procedures and instructions given by 

the SLBFE on enforcement. 

• Create consistent awareness among agency staff on the 
above procedures. 
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2.14. Time Period for Filing Complaints 

2.14.1. Introduction 
This aims to create awareness among the licensees on the 
process of forwarding complaints of the LFEAs to the SLBFE or 
designated committee of the SLBFE and on the timelines. 

2.14.2. Objective 
To provide speedy solutions for the complaints ensuring fair 
hearing and justice. 

2.14.3. Procedures to follow   
• Strictly follow the rules and regulations of the complaint 

handling procedures related to CoEC violations. 

• Be updated regularly with the change of procedures. 
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3. ANNEXURES 

 

3.1. Annex: Good Practices suggested to be followed 
by LFEAs 

Good Practices in Management 

• A clear mission and strategy to the LFEA. 

• Leadership by example. 

• The setting of demanding but realistic targets. 

• An open and communicative management style. 

• Clear and careful strategic planning. 

• Train staff to use management tools such as 
benchmarking, business planning and performance 
monitoring. 

• Communicating objectives and strategies is an essential 
part.  

• A good communications policy will ensure that everyone 
in the business knows the direction in which the business 
is heading and understands their own part in its 
development. 

Benefits of using Management Tools 

• Help you to compare the performance of the business 
with that of your peers, competitors and against your own 
business objectives. 

• Introduce new ways of working to improve 
competitiveness and business efficiency, wherever 
necessary.  

• Accurate and up-to-date information about the business 
performance will help future planning and change 
management. 
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Good Practices in Human Resource Management 

• Successful businesses are those that attract, develop, 
motivate and retain the best people. You will get the 
maximum outcome from staff, provided the following key 
strategies are adopted.  

• These can include: 
o Involving staff in the development of the business. 
o Communicating with the staff. 
o Adopting flexible working policies that encourage 

equality and diversity. 
o Setting targets and rewarding achievements. 
o Offering employee development and training. 

• Employees are often in a position to see where 
improvements to working methods can be made. E.g.: 
Customer service staff will know common sources of 
complaints, and recruitment promoting staff will know 
when market demands are changing. 

• You can use this detailed knowledge by involving staff 
members in developing improved ways of working.  

• This is likely to make staff feel valued, as well as gaining 
employee trust, commitment and buy-in when 
implementing changes. 

• Good HR management should extend across all areas of 
business. Recruitment, training and staff development, 
working practices and the working environment are all 
areas which you should continually review to see where 
improvements can be made.  

• Utilize HR management systems such as performance 
appraisals, quality circles, and internal communications to 
get the best from staff members. 
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Good Practices in Promotion and Marketing 

• Be aware that the right marketing strategies play an essential 
role in the success of the business. 
Developments in technology have opened up entirely new 
ways to market services. Best practice now involves 
harnessing the power of the Internet, email and mobile 
telephony to increase the effectiveness of getting products 
and services to the customer. 
Even the smallest business can benefit from having a website. 
Many organizations also use electronic newsletters (often 
known as e-zines), regular emails and SMS (text) messaging 
to communicate with their markets.  

• It is important to be aware of the legislation that applies to 
electronic business communications, including promoting 
through websites. 

• The benefits of using technology for marketing include: 
o Worldwide reach: a website can be seen by visitors 

from all over the world 
o Lower costs: a website can cost much less to set up and 

run than a traditional office. 
o A level playing field: small businesses can compete 

alongside the websites of much larger businesses. 
o Better targeting: emails are less likely to be opened by 

someone else, and opt-in mailing lists ensure that the 
message is read by only who wants to receive it. 

o New markets: a website makes it easier to target 
customers who were previously out of reach. 

o The website needs to be thought out carefully, and 
updated regularly, it is important to get the 
implementation right. 
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Encouraging Innovation 

• Maintain a culture of innovation in the Agency. “How can 
it be done better?" 

• Fostering a culture of innovation and creativity in the 
business can help you stay one step ahead of competitors 
by ensuring that services remain up to date and in line 
with what customers need.  

• Ability to react more quickly to changing markets, 
customer expectations and needs, and likely to see 
changes coming before others do. 

• Best practice in innovation involves constantly looking at 
existing processes and procedures to see what 
improvements can be made to keep them at the cutting 
edge. 

• Innovative businesses often have strong, inspirational 
leaders, management and well-trained motivated staff 
members. 

• These businesses maintain a culture of innovation, 
constantly looking at every aspect of the organization. 

• Innovation may come in the form of small changes to 
existing services – e.g. innovation may come from internal 
sources such as a recruitment promotion team or be 
inspired by external forces such as customer requests or 
developments in related technologies. 

Using information technology to achieve good practice 

• It is possible to give the business a distinct competitive 
advantage by making good use of IT.  

• High-speed telephone networks, along with the Internet, 
enable you to communicate ever more effectively and to 
distribute information quickly and accurately. 
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• The Internet has revolutionized the way businesses 
communicate with customers and suppliers to market 
them, access information and buy and sell products.  

• In larger organizations, intranets and extranets - internal 
and external communications networks- are used to 
communicate with employees, customers, suppliers and 
other stakeholders. 

• Even in the smallest companies, integrated databases and 
systems can bring significant cost savings and 
improvements in efficiency. 

• Along with wireless networking and mobile telephony, 
the Internet enables new ways of deploying staff – hot-
desking, remote working and "virtual teams" are all 
possible initiatives allowing increased productivity, 
improved communication and more flexible working 
methods. 

• Ensure that you have appropriate safeguards for 
information access i.e. passwords, firewalls, and security 
software - and that all employees are fully trained in their 
use. 

• You should always follow the web links to more detailed 
and reliable information from the relevant government 
sector institutions. 
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3.2. Annex: How to handle customer complaints 

“Businesses live or die by their reputations" 

Customer/client complaints are inevitable, no matter how 
streamlined the business is. They MUST always be acknowledged 
and dealt with effectively. By ignoring and dismissing complaints, 
you are effectively telling the customer that you don't value their 
opinions. 

Many business owners see complaint management as a time-
consuming and frustrating process. However, by developing an 
efficient system, complaints can be resolved quickly and easily. 

Unfortunately, it's not always possible to prevent poor customer 
experiences. However, by handling any complaint quickly and 
effectively, it's possible to salvage negative situations. 

Give enough priority and authority for handling complaints 

Staff should be aware that complaints are a top priority item in 
operation, and person who deals with them MUST have sufficient 
authority to resolve them completely. 

Set up a process to log and analyse all complaints and share with 
everyone 

You can learn so much about problems with internal processes, 
training, specific employees/managers and services for free.   

Train staff and management in complaints handling on the 
services from clients and should always try to resolve complaints 
as quickly as possible. 

Give them confidence to tackle difficult customers and support 
them in their actions. Excellent complaint handling isn't easy and 
can sometimes be stressful and feel unrewarding.  
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How to Handle Complaints 

There are several key stages when handling a complaint: 

• Thank the customer for complaining - You should consider 
yourself lucky that the customer is prepared to give up their 
time and money to let you know they have a problem, instead 
of just walking away - a complaint is a gift. 
 

• Say that you are sorry that the problem has happened - This 
is NOT an admission of guilt on your part, it's just good 
manners. 
 

• Put yourself in the place of the customer - This will instantly 
give you an advantage, as you not only will have more 
empathy with the customer, but also you know your business 
better than them and so can hopefully see the solution 
quicker. 
 

• Start with the view that the customer has a valid point, not 
that they are trying to rip you off - It is true that there are 
professional complainers out there, but they are in the 
minority. Accepting that the customer may well have a point, 
even internally, may well trigger off ideas for an acceptable 
resolution. 
 

• Get all the facts first - Letting the customer give you all the 
information helps you fully understand the situation, and if 
they are emotional, give them time to calm down. 
 

• Correct the mistake - Don't leap straight to the "free gift" 
route INSTEAD of solving the problem. This can lead to more 
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complaints about the same thing in the future because the 
problem hasn't been fixed.   
 

• Learn from every complaint - Do something! Fix the process; 
train staff on the issue; eliminate the fault. Wherever possible 
let the complaining customer know that they have helped you 
resolve a problem - they'll feel great and come back again to 
obtain your services and will probably refer you to their 
friends. 
 

• Minimize reasons for complaints - Do you have a continuous 
improvement culture? Do you check customer (and 
employee) satisfaction regularly? Do you check the quality of 
the workers sent through the Agency? 
 

• Always respond - Make sure that EVERYONE who complains 
on the telephone, by letter, or by email gets a rapid and 
appropriate response. 
 

• Listen to staff - They nearly always care about the company 
and doing a good job. They are also much closer to the 
customers than you are. Ask their views regularly and make 
changes when they are sensible. Make sure THEIR complaints 
are handled too. 
 

• Lead by example - It's not that staff DON'T listen to what you 
say, it's that they DO listen, so make sure that you are always 
setting the right example - giving complaints personal 
priority. Reward good complaints handling. 

 

• Remember - it costs at least five times as much to gain a new 
customer than to keep an existing one. Keeping a 
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complaining customer should be the top priority, and at 
these cost ratios you can afford to be generous in time and 
effort. 

 

Step-by Step Guide to Dealing with Dissatisfied Customers 

• When a customer first makes a complaint, take a step back 

(It can be difficult to remain impassive in the face of criticism, 
but an emotional response will only serve to further irritate 
the customer.) 

Give the customer full attention and listen to the whole 
problem before responding. 

Put yourself in their shoes- if you had a problem, you would 
want someone to listen to you. Appearing disinterested, or 
attempting to argue back will only exacerbate the situation. 

• Listen to their problem in full 

You might deal with complaints on a regular basis, and may 
well have handled similar situations before. However, for the 
customer, their complaint is unique to them. Treat them as 
an important individual by listening to their problem in full. 

• Try to understand 

In the face of a complaint, it's easy to be defensive - 
particularly if you don't believe you are at fault. However, you 
have to put yourself in the customer's shoes. If you were on 
the receiving end of their experience, would you personally 
be satisfied? 

Always use your initiative when dealing with complaints. 
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If the blame lies with one particular member of staff, it is 
often best to remove the customer from their presence. This 
can defuse tension and emotion, and help the customer to re-
evaluate their anger. 

However never pass the customer around from person to 
person. 

Each complaint should ideally be handled by one staff 
member. Therefore, you should always ensure that the 
person assigned to the case has the authority to deal with the 
situation. 

 

Useful Tips for Dealing with Complaints  

• Try to remain calm when dealing with a complaint, even if the 
customer becomes irate or confrontational. 

• The ultimate aim is to turn their negative experiences into a 
positive one, but arguing back will only make the situation 
worse. 

• Complaints should always be resolved as quickly as possible 

• The aim is to make the customer feel as though their problem 
is being treated as a priority without being rushed. 

• Keep comprehensive records of all customer complaints, 
from the initial problem to the eventual solution. 

• You can then periodically assess these records, identifying 
any common complaints, and taking steps to improve 
company processes. 

• All staff members facing customers should be trained to deal 
with complaints. 
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• If possible, give staff members some authority when it comes 
to giving consolatory gestures. Forcing the customer to wait 
for a manager can make a bad situation worse. 

 

Source: http://www.marketingdonut.co.uk/ 

http://www.skills you need.com. 

http://www.infoentrepreneurs.org 

(Mange customer care) 
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3.3. Annex: Outline of the Standard Operating 
Procedure 

Outline of the Standard Operating Procedure 

This outlines the areas involved in setting up a basic procedure 
guide to be used for implementing the contents of the Code of 
Ethical Conduct. 

1. General Introduction 
1) The policy and overarching principles describe the mission 

and standards the SOP should meet. 
2) The scope: what areas or functions will be addressed by 

the procedure being designed 
3) The main objectives of the SOP  
4) Structure of the SOP (Chapters/sections for each provision 

and explanatory notes when necessary) 
 
2. The Standard Operating Procedure (which outlines the 

contents in each activity) 

• Introduction to the activity (There are 14 provisions in the 
CoEC). 

• Objective of the activity. 

• Authority (Legal/administrative authority relating to the 
activity). 

• Standard Procedures (The sequence of steps or tasks to 
follow for the given activity). 

• Responsibilities (stakeholders who are listed in the 
procedure and what they are supposed to follow/adhere 
to) 

• Documents required for the activity 
 
3. The definitions: This consists of words which are to be used 

in the procedure that the users may not understand. 
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4. References and annexure: To include references that will 
support the procedure. (Specimen formats, Relevant Acts, 
SLBFE Circulars/ Instructions)  
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3.3.1 Annex: Special Power of Attorney 
 

SRI LANKA BUREAU OF FOREIGN 
EMPLOYMENT 

(COMPANY LETER HEAD) 

        
 Date: 

SPECIAL POWER OF ATTORNEY 
 
 I/We……………………………………………………………………………… 
 (Name of Chief Executive/Managing Director/Director) 
   

…………………………………………………………………………………… 
(Designation or Status in Company) 

of ……………………………………………………………………………………………… 
(Name of Company & Address) 

Do hereby appoint as our recruitment agent in Sri Lanka 
 

……………………………………………………………………………………… 
(Name of Person/Agency) 

of …………………………………………………………………………………………. 
(Address in Sri Lanka) 

 
Sri Lanka Foreign Employment Agent, Licensed by the Sri Lanka 

Bureau of Foreign Employment, in terms of the Sri Lanka Bureau 
Of Foreign Employment ActNo.21 of 1985. 

 
I/We confer to the said Agent and his authorized representatives 

Power of Attorney to undertake, on our behalf the following: 
 

DOC NO : FT/F/06            ISSUE NO : 01           REVISION No :00          DATE OF ISSUE : 01.11.2012      DATE 
OF REVISION:00  PAGE 01 OF 02 
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                    1.  All recruitment activities in Sri Lanka, by way of issuing 
 advertisements in the media, calling for applications 
from prospective candidates, processing applications 
and interviewing candidates 

 and any other activities incidental to recruitment
    

 2. Signing documents on our behalf, including 
contracts of employment of selected candidates. 

 and 
   
 3. To represent on our behalf, at the Embassy of 

 ……………………………(Country)din 
………………………………………………(City and Country where Embassy is 

Situated) 

 For the purpose of obtaining visa stamped on the 
passport of selected recruits to travel to the country of 
employment as may be instructed by us. 

  

 I/We do understand that the conferring of this Powe 
of Attorney 

 Shall hold. 

 …………………………………………………………………………………… 
 (Name of Employer/Company) 

 and its authorized representatives, Jointly and 
severally liable along with the said recruitment Agent 
for all actions authorized and undertaken by the 
recruitment Agent, on our behalf, in terms of this 
 instrument. 

 

 

DOC NO : FT/F/06            ISSUE NO : 01           REVISION No :00          DATE OF ISSUE : 01.11.2012      DATE 
OF REVISION:00  PAGE 01 OF 02 
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……………………………………………. 
(Signature) 

  

(Company Seal) Name & Title ……………………………………………………………. 

Signed on this ……………………day of ………………………………….200 

at…………………………………….. in …………………………………………. 

 

 

 

 

 

 

 

 

 

 

DOC NO : FT/F/06            ISSUE NO : 01           REVISION NO :00          DATE OF ISSUE : 
01.11.2012           DATE OF REVISION:00 PAGE 02 OF 02 
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3.3.2 Annex: First Approvals 
 

Approval No: AL /…………………………………….      

Date of Issue …………………………………………...    
   
Sri Lanka Bureau of Foreign Employment 

No 234, Denzil Kobbakaduwa Mawatha, 

Koswaththa, Battaramulla. 

 

FIRST APPROVALS 

………………………………… 
……………………………….. 
………………………………. 
Dear Sir /Madam, 

Approval recruited Sri Lankans 

 for……………………………………………………………….. 

I referee to your letter of   

………………………………………………………….. 

seeking approvals to recruit 

Sri Lankans for employment abroad. 

Approval is granted for recruitment and you have been assigned the above 
number. This approval is given in terms of section 37 of act no: 21 of 1985 and 
by amended act no: 4 of 1994 subjected to your compliance with section 33-
40 (I) – 40(II) of the above ACT and regulations made by the minister of labour 
under section 52 ACT No : 21 of  1985 and  published in government gazette 
No : 154/9 of 28.05.1985. 

This approval is valid for one year from the date of issue.  In case the license 
lapses before one year and if no renewal of Licensee has been obtained, the 
approval will automatically be cancelled on the date of expiry of license in 
order to satisfy the audits and explain any gaps between first approvals and 
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final approvals. A monthly return is required on the progress of recruitment 
on these approvals. 

I wish to bring to your notice that, under section 51 of the Sri Lanka Bureau of 
foreign employment ACT, every person who has left for foreign employment 
outside Sri Lanka should pay the bureau a prescribed fee as follows and further 
sum of RS.200/= making a total amount as below: 

Prescribed Fee (Rs) Total (Rs) 

15200 +310+2327 /=  17,837/= 

 
Arrangements have been made to enable persons to remit this money to the 
bureau through the main branches of the Bank of Ceylon and People’s Bank. 
The Bank of Ceylon and the Peoples Bank branches at the Bureau are also open 
daily from 8.30 a.m. to 4.30 p.m. to accept these payments. You are kindly 
requested to call for reimbursement of recruitment expenses at the above rate 
per person immediately, as such personal leaves the country. 

I wish to bring to your kind notice that only the original copy of the first 
approval is valid for obtaining final approvals. 

Yours Faithfully, 

………………………………………… 

Manager/ Administrative Officer 
for Chairman - Sri Lanka Bureau of Foreign Employment 
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3.3.3 Annex: Declaration Form for Claiming Recruitment 
Charges 

 

FORM F2 

Declaration Form for Claiming Recruitment Charges 
Under Section 51A (1) of the Amended SLBFE Act 

No.56 of 2009 

License No…………………………  

Name of the Agency:………………………………………………………….. 

Job Order No: ………………………………………………….   

Country of Mission: …………………………….. 

Job Categories: 
…………………………………………………………………………………………….....
.................. 

………………………………………………………………………………………………
……………………………………………. 

Item Amount Source of payment 
(Pl.√ relevant cage) 

 

Employ
ee 

Foreign 
Agent 

Local 
Agent 

Rema
rks 

Visa      

Ticket      

Medical      

SLBFE Levy      

Contract Fee      

Translation Fee      

Police Clearance      

Courier Service      
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Communication      

Trade Test      

Training cost      

Others – (Specify)  
………………………………
………. 
………………………………
……….. 
………………………………
………… 

     

Total amount      
 

Note: If the above are different by job category of the job order, 
please submit separate of F2 forms for each Job category. 

Total Recruitment charges claimed per person = Rs.  
……………………………………………….. 

I declare that the above statement is true and correct. 

Date:…………………………………          

Signature and seal of the Licensee………………………… 

 

Approved amount charged by the SLBFE: 

Rs………………………………………….                       
………………………………………………………………………………. 

SLBFE Job Order No.     
 

 

 

DOC NO : FT/F/04       ISSUE NO : 01           REVISION No :01         DATE OF ISSUE: 01.11.2012        DATE 
OF REVISION: 07.10.2013    PAGE 01 OF 01 

 

Signature and seal of the 
Authorized Officer 
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3.3.4 Annex: Job Order Approval Application 

 
FIRST APPROVAL FORM – F 

 

DETAILS OF THE LOCAL AGENT    DETAILS OF THE FOREIGN PRINCIPAL 
LICENCE NO…………………………..    NAME OF THE FOREIGN PRINCIPAL  
       ……………………………………………………….. 
NAME……………………………………    ADDRESS………………………………………… 
ADDRESS…………………………………………………….  …………………………………………………………. 
……………………………………………………………………  ………………………………………………………. 
TELEPHONE NO…………………………………..  
FAX NO…………………………..  
EMAIL……………………………           
       COUNTRY……………………………………….. 
       TELEPHONE NO……………………   
       FAX………………….  EMAIL……………………. 
 
 
 
 
FOOD   ACCOMODATION  AIRTIKET ONE WAY 

MEDICAL  CONTRACT PERIOD  TWO WAY      
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SE/ 
NO 

 
JOB CATEGORY 

NO. OF 
VACANCIES 

SOUGHT 

NO OF 
VACANCIES 
APPROVED 

SALARY IN 
CURRENCY 
(…………….) 

 
NOT  GRANTED (FOR OFFICIAL 

USE ONLY) 

           

           

           

           

        FOR OFFICIAL USE ONLY 

SIGNATURE OF THE LICENSEE………………………………………..  EMBASSY REG. NO ………………………………………… 

DATE…………………………………     APPROVAL NO AL/………………………………………… 
AGENCY SEAL       CHECKED BY …………………………………………………… 
NOTE TO BE - FIELD DUPLICATION     DATE OF ISSUE………………………………………………
        VALIDITY EXPIRED ON…………………………………….
  
 

DOC NO : FT/F/02                    ISSUE NO : 01                    REVISION NO:01                      ISSUE DATE : 01.11.2012           DATE OF 

REVISION:05.07.2017  PAGE 01 OF 0
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3.3.5 Annex: Declaration Form of Commission Received 
on Recruitment of Manpower 

 

FORM : F3 

Declaration Form of Commission Received on Recruitment of 
Manpower under the Amended SLBFE 

Act No.56/2009 
 

Job Order Ref No.(Mission) : 

License No   : 

Name of the Agency  : 

Commission to be received from the Foreign Agent/ Sponsor: 

 

JOB CATEGORY AMOUNT OF COMMISSION 
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I declare that the above statement is true and correct 

............................................................... 

Date:  

Signature and seal of the Licensee:    
  

Job order Approval No     

Seal and Signature of Authorized officer 

 

DOC NO: FT/F/05           ISSUE NO:01             REVISION NO:00           DATE OF ISSUE :01.11.2012 
DATE OF REVISION: 00           PAGE 093 OF 01 
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3.3.6  Annex: Information on Qualifications & Experience 
Required for Occupations 

 

As Stated in the Job Order Approval Form 
 

Name of the Agency : 
.………………………………………………………………… 
License No  : .…………. 
 
Name & Address of Foreign Agency:  
……………………………………………………………………
……………………………………………………………………
………….…………………………………… 
Date of Job Order : ………………………. 
 

S/No. 
Job Category 
/Occupation 

Required 
Qualifications 

Required 
Experience  

(if any) 

Remarks  
(if any) 
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Signature of the Licensee : ………………………………
    
Date    : ……./………/……….. 
(dd/mm/yyyy)   
…………………………… 
        
(Rubber Stamp) 
 

 

 

 

 

 

 

 

 

 

 

3.3.7 Annex: First Approval 

 

FORM – J 
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First Approval Submission Form 

       
     First approval 
       
     Ext. approval 
       
     Advt. approval 
Personal details of agent /representative submitting the 
documents 

 

Submitted by licensee                       Representative  
  

Name of Licensee / Representative with initials 

…………………………………………………………………………………………
………………………………………………………………………………………… 

N.I.C. No : ………………………………………………………….. 

Expiry Date of SLBFE ID card : …………………..……………… 

T.P. No : ……………………………………………………………….… 

Signature   : …………………………………………….. 

Date    : …………………………………………….. 

For Office Use only 
 
Details of Recipient (SLBFE Officer) 
Name  : …………………………………………… 
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Signature     : …………………………………………… 
Date  : …………………………………………… 
 
DOC NO: FT/F/16           ISSUE NO:01         REVISION NO:00       DATE OF ISSUE :01.11.2012         
DATE OF REVISION:00           PAGE 097 OF 01  
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3.3.8 Annex: Application for Advertising in Electronic 
Media 

 

 

APPLICATION FOR ADVERTISING IN ELECTRONIC 

MEDIA 

Item No Domestic Middle East Female/Domestic Middle East 

Male/Domestic Non Middle East/Non domestic 

Middle East/Non Domestic Non Middle 

East/ (mark the relevant category) 

1 Approved Country/Countries  

2 Employment Sector 

(Domestic, Construction, Hotel, 

Garment, etc.) 

 

3 Employment category 

• Domestic (female/male) 

• Non Domestic (female/male) 

 

4 Vacancy Category  

Housemaid, Driver, Technician etc. 

1 

2 

3 

4 

 (Add space if 

required)         

5 Number of Vacancies 1 

2 

3 

4 

6 Basic Salary 1 

2 

3 

4 

7 Terms and Conditions of 

employment  

1 

2 

FT/F/27 
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3 

4 

8 Age limit(if necessary)  

9 Place and Date of the Interview (if 

necessary) 

 

10 Approved Charge  

 • SLBFE Approved charge 

• Free of charge  

 

11 Tag Line (If necessary)  

12 Name of the Licensed Foreign 

Employment Agency and Labour 

License number 

 

13 Address  

14 Telephone numbers  

15 Expected date and time of 

advertisement eg. Full day, 03 or 06 

months 

 

16 Advertising through (Radio, 

Television, Internet, Face Book ) 

Please name the channel 

 

17 Approval Number  

(Please use separate formats for each sector) 
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SRI LANKA BUREAU OF FOREIGN EMPLOYMENT 
Final Approval Information Form – H – O 

Others: (Except Unskilled Female Workers in H-F Form & Garment / Factory Workers  

In H-G Form) 

License No:………………..           Name of Agency:…………………  Country:…………………… 

First Approval No: AL/………/……./……   Name of Foreign Agency:……………………… 

Date of Registration:………………… 

 

 

Passport 

No: 

Employee’s 

Name & 

Address 

Sponsor’s 

Name 

,Address & 

Telephone 

Number 

Job 

Category 
Salary 

S
ex

 Date Of 

Departure 

Bank Slip No: Office Use Only 

Registration 

Fees 

Agreement 

Charges 

Stamp 

No: 

Insurance 

No: 

           

           

           

 

3.3.9 Annex: Final Approval Information Form – H – O 
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Name: ………………………… 
Signature: ……………………… 
Date: …………………………… 

Herewith, I submit the above mentioned passports along with the relevant documents for final 

approval

 

  

Signature of  Licensee:………………    Personal details of Agent / Representative submitting the 

documents. Authorized Officer(SLBFE) 

         

Seal:………………     Name with initials: ………………     

Date:………………   NIC No:…………………………… 

 

Signature………………………………… 

 

 

 

 

DOC NO:FL/F/04                                                        ISSUE NO: 01                                                                     REVISION NO:00                                               

DATE OF ISSUE  01.11.2012                                                                             PAGE : 01 OF 01 
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SRI LANKA BUREAU OF FOREIGN EMPLOYMENT 
Final Approval Information Form – H – G 

Garment Worker / Factory Workers (Male / Female) 

 

License No:………………..   Name of Agency:……………………… Country:…………………… 

First Approval No: AL/………/……./……   Name of Foreign Agency:……………………… 

Date of Registration:………………… 

 

Passport 

No: 

Employee’s 

Name & 

Address 

Sponsor’s 

Name 

,Address & 

Telephone 

Number 

Job Category Salary 

S
ex

 Date Of 

Departure 

Bank Slip No: Office Use Only 

Registration 

Fees 

Agreement 

Charges 

Stamp 

No: 

Insurance 

No: 

           

           

           

 

3.3.10 Annex:  Final Approval Information Form – H – G 
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Name: ………………………… 
Signature: ……………………… 
Date: …………………………… 

Herewith, I submit the above mentioned passports along with the relevant documents for final 

approval. 

  

Signature of  Licensee:………………    Personal details of Agent / Representative submitting the 

documents. Authorized Officer(SLBFE) 

         

Seal:………………     Name with initials: ………………     

Date:………………   NIC No:…………………………… 

 

Signature………………………………… 

                                                                                                           
 

DOC NO:FL/F/04                                                        ISSUE NO: 01                                                                     REVISION NO:00                                               

DATE OF ISSUE  01.11.2012                 
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3.3.11 Annex: Foreign Employment Insurance Claim 
Form 
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3.3.12 Annex: Complaint Form 

 
Conciliation Division 

Sri Lanka Bureau of Foreign Employment 

Complaint Form 
 
 

Details of the Complainant: 
Name :  

Address:  

Telephone No:           
D.S. 

Division 
 District:  

This complaint is lodged by : (Tick‘√’the appropriate box )    
          The respective Sri Lankan                      …………………………………………………of the Sri Lankan employee 
          employee him/herself                                                            (Relationship)                                                    

Details of the Sri Lankan Employee : 
Passport No:         National ID No:            

Civil Status : (Tick ‘√’ the appropriate box )     

Single                    Married                            Divorced/Separated 

 

Full Name : 
 
Mr./Mrs./Ms  ……………………………………………………………………………………………… 

This form is 
issued free 
of charge 

0 
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Country:  Profession :  

Details of place of 
employment abroad: 

Address :  

Telephone No:            

Details of the 
Local Agency:    Name : : 

   Telephone No:            License No :  

Details of the 
Foreign Agency: 

   Name :  

   Telephone No :            

   Date of Departure 
                                 

                                         (Year)              (Month)     (Date)                             

Date of Arrival (If already arrived):      
 

                                                               
        (Year)              (Month)     (Date)                             

Employee’s current location (Tick‘√’the appropriate box )    
i. At the work place      v.  In the Prison 

ii. At the Foreign Agency    vi. Not Known 
iii. At the Embassy     vii. Others 
iv. Under Police custody 

Present Address : 

The following copies of documents are annexed herewith. (Tick‘√’the appropriate box )    
Passport copy              Visa copy Emp.                            Contract                           Other (Pl. specify) 

....................................................................................................................................................................................

......................................................................................................................................................................................................... ............

. 
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Nature of the problem (Please state the reason as to why the complaint is made): 

....................................................................................................................................................................................

....................................................................................................................................................................................

.................................. 
 

Did you make a complaint to the Local Agency?   (Tick‘√’the appropriate box )     Yes           No  
If yes, action taken by the Local Agency: 
....................................................................................................................................................................................
....................................................................................................................................................................................
.................................. 

Expected relief from the Bureau: 
....................................................................................................................................................................................
....................................................................................................................................................................................
.................................. 
Do you agree / not agree to pay the cost of return ticket and cost of sponsor, if the repatriation is required before completion of contract 
period? 

(Tick‘√’the appropriate box )     Yes                   No  

Ref. number of previous complaints lodged with the Bureau, if any:  

 

Date of complaint: 
 

                                                  (Year)           (Month)   (Date)                             

Signature of Complainant : 

For Official Use Only 

Note: :      Very Urgent         Urgent       General 

If referred through another organization;  

Organization:   Signature and Date: 
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Name of the Officer: 

Details of the receiving officer : Name : Employee No: 

Signature: Date: Office: 
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3.3.13 Annex: Information of the deceased migrant 
worker who is registered with SLBFE prior to the 
departure. 
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112 
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3.3.14 Annex: Blacklisting and Suspensions/ Lifting of 
Blacklisting and Suspensions 
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3.3.15 Annex: Special Investigation Form 
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Developed under the IOM project on ‘Promoting 
Ethical Conduct and Professionalizing the 

Recruitment Industry- Sri Lanka’ 

 

 

A joint project supported by 

                                                                   

 

 

  


