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£ã. Ì¾ãÌãÔãã¾ã ¹ãÆãä‰ãŠ¾ãã ¹ãì¶ããäÌãÃ¶¾ããÔã (ºããè¹ããè‚ããÀ)

¹ãÆ½ãìŒã Ì¾ãÌãÔãã¾ã àãñ̈ ããò ‡ãñŠ ãä¶ãÓ¹ããª¶ã ‚ããõÀ ØãÆãÖ‡ãŠ ÔãñÌãã ‡ãŠãè Øãì¥ãÌã¦¦ãã
½ãò Ôãì£ããÀ Êãã¶ãñ ‡ãñŠ ãäÊã† ‡ãŠãñÀ ºãöãä‡ãâŠØã ¹Êãñ›¹ãŠã½ãÃ ‡ãŠã Êãã¼ã „Ÿã¶ãñ
Öñ¦ãì ºãõ‡ãŠ ¶ãñ Ì¾ãÌãÔãã¾ã ¹ãÆãä‰ãŠ¾ãã‚ããò ‡ãŠãè ¹ãì¶ã: Â¹ãÀñŒãã ¦ãõ¾ããÀ ‡ãŠãè
Öõý ºãö‡ãŠ ´ãÀã ÍãìÂ ‡ãŠãè ØãƒÃ ºããè¹ããè‚ããÀ ¹ããäÀ¾ããñ•ã¶ãã ºãö‡ãŠ ‡ãŠãñ †‡ãŠ
ãäÌãÍÌãÔ¦ãÀãè¾ã ºãö‡ãŠ ‡ãñŠ Â¹ã ½ãò ¹ããäÀÌããä¦ãÃ¦ã ‡ãŠÀ¶ãñ ‡ãŠñ ãäÊã† ‡ãŠã¾ãÃ ‡ãŠÀ
ÀÖãè Öõ •ããñ ‚ã¦¾ãâ¦ã Ôããä‰ãŠ¾ã¦ãã ‡ãñŠ Ôãã©ã ¶ã† ØãÆãÖ‡ãŠãò ¦ã‡ãŠ ‚ã¹ã¶ããè
¹ãÖìâÞã ºã¶ãã Ôã‡ãñŠ, Ìã¦ãÃ½ãã¶ã ØãÆãÖ‡ãŠãò ‡ãñŠ Ôãã©ã Ô©ãã¾ããè ‚ããõÀ ªîÀØãã½ããè
Ôãâºãâ£ã Ô©ãããä¹ã¦ã ‡ãŠÀ Ôã‡ãñŠ ‚ããõÀ Ôã¼ããè ØãÆãÖ‡ãŠãò ‡ãŠãñ ãäÌããäÌã£ã-½ãã£¾ã½ããò
Ôãñ Ô¦ãÀãè¾ã ÔãñÌãã†â „¹ãÊãº£ã ‡ãŠÀã Ôã‡ãñŠý ãäÌããä¼ã¸ã ºããè¹ããè‚ããÀ ¹ãÖÊããò
‡ãŠã º¾ããñÀã ¶ããèÞãñ ãäª¾ãã Øã¾ãã Öõ:

• ãäÀ›ñÊã ¨ãÉ¥ããò, ÊãÜãì †Ìãâ ½ã£¾ã½ã „²ã½ã ¨ãÉ¥ããò ‚ããõÀ Ì¾ãã¹ããÀ ãäÌã¦¦ã
‡ãñŠ ãäÊã† ‡ãñŠ¶³ãè‡ãðŠ¦ã ¹ãÆãä‰ãŠ¾ãã ‡ãñŠ¶³ Ô©ãããä¹ã¦ã ãä‡ãŠ† Øã†, ãä•ã¶Öãò¶ãñ
ÍããŒãã‚ããò ‡ãŠãè ãäÌããä¼ã¸ã Ô¦ãÀãè¾ã ¹ãÆãä‰ãŠ¾ãã‚ããò ‡ãŠãñ ¹ãîÀã ‡ãŠÀ¶ãñ ‡ãŠã ªããä¾ã¦Ìã
ØãÆÖ¥ã ‡ãŠÀ ãäÊã¾ãã Öõý

• ½ãÖ¦Ìã¹ãî¥ãÃ ‡ãòŠ³ãò ¹ãÀ Ôãâºãâ£ã ¹ãÆºãâ£ã‡ãŠãò ‡ãŠãè ãä¶ã¾ãìãä‡ã‹¦ã ‡ãŠãè ØãƒÃ ãä•ãÔãÔãñ ºãü¡ñ
‚ããõÀ „ÞÞã ½ãããäÊã¾ã¦ã ÌããÊãñ ØãÆãÖ‡ãŠãò ‡ãñŠ Ôãã©ã-Ôãã©ã ½ã£¾ã½ã „²ã½ã ØãÆãÖ‡ãŠãò
‡ãŠãñ ¼ããè Ì¾ããä‡ã‹¦ãØã¦ã Â¹ã Ôãñ ÔãñÌãã†â ¹ãÆªã¶ã ‡ãŠãè •ãã Ôã‡ãòŠý

• ½ãÖ¦Ìã¹ãî¥ãÃ ºãã•ããÀãò ‡ãŠãñ Êããäàã¦ã ‡ãŠÀ‡ãñŠ ãäÌããä¼ã¸ã „¦¹ããªãò ‡ãŠãè ãäºã‰ãŠãè ºãü¤ã¶ãñ
¦ã©ãã ¹ãÆãä¦ã ãäºã‰ãŠãè ‡ãŠÀ¶ãñ ‡ãñŠ ãäÊã† ØãðÖ ¨ãÉ¥ã ãäÌã‰ãŠ¾ã Ôã½ãîÖ ‚ããõÀ ºãÖì-„¦¹ããª
ãäÌã‰ãŠ¾ã Ôã½ãîÖ •ãõÔãñ Ôã½ããä¹ãÃ¦ã ‡ãŠã¾ãÃ Ôã½ãîÖ ºã¶ãã† Øã† Ööý

• ‚ãããäÔ¦ã ‡ãñŠ¶³ãè‡ãðŠ¦ã ¹ãÆãä‰ãŠ¾ãã ‡ãñŠ¶³ãò ‡ãñŠ ãäÊã† ãäÌããä¼ã¸ã ÔãâÔÌããè‡ãðŠãä¦ã
¹ãÆãä‰ãŠ¾ãã‚ããò ‡ãŠãñ ãä¶ããäÍÞã¦ã Ôã½ã¾ã ½ãò ¹ãîÀã ‡ãŠÀ¶ãñ ‡ãñŠ ãäÊã† ½ãã¶ãªâ¡
ãä¶ã£ããÃãäÀ¦ã ãä‡ãŠ† Øã† Ööý

• ‚ãããäÔ¦ã¾ããò ¦ã©ãã ¹ãÆÊãñŒããè‡ãŠÀ¥ã ‡ãŠãè Øãì¥ãÌã¦¦ãã ½ãò Ôãì£ããÀ ãä‡ãŠ¾ãã Øã¾ããý

• Ì¾ãã¹ããÀ ãäÌã¦¦ã ºãÖìÊã ‡ãñŠ¶³ãò ¹ãÀ Ôã¼ããè ÍããŒãã‚ããò ‡ãŠãñ ØãõÀ-ãä¶ããä£ã ‚ãã£ãããäÀ¦ã
Ì¾ãÌãÔãã¾ã •ãõÔãñ ÔããŒã-¹ã¨ããò/ºãö‡ãŠ ØããÀâãä›¾ããò ‚ããõÀ ãäºãÊããò ¹ãÀ ÍããèÜãÆ¦ãã ‚ããõÀ
ÔãÖ•ã¦ãã Ôãñ ‡ãŠãÀÃÌããƒÃ ‡ãŠÀ¶ãñ ½ãò ãä¶ã¹ãì¥ã ºã¶ãã¾ãã Øã¾ãã Öõý

• ¶ã† Œãã¦ããò ‡ãŠãñ ÍããèÜãÆ¦ãã Ôãñ ŒããñÊã¶ãñ ¦ã©ãã Ì¾ããä‡ã‹¦ãØã¦ã Þãñ‡ãŠ ºãì‡ãŠ •ããÀãè
‡ãŠÀ¶ãñ ‡ãñŠ ãäÊã† ÍããŒãã‚ããò ‡ãŠãñ ÔãÍã‡ã‹¦ã ºã¶ãã¾ãã Øã¾ãã Öõý

• Ôã½ããÍããññ£ã¶ã Ôãâºãâ£ããè ‡ãŠã¾ãÃ‡ãŠÊãã¹ããò ‡ãŠãñ ‡ãñŠ¶³ãè‡ãðŠ¦ã ‡ãŠÀ¶ãñ ‚ããõÀ ØãÆãÖ‡ãŠ
ÔãñÌãã ¹ãÀ ‚ããä£ã‡ãŠ £¾ãã¶ã ªñ¶ãñ ‡ãñŠ ãäÊã† ÍããŒãã‚ããò ‡ãŠãñ ½ãì‡ã‹¦ã ‡ãŠÀ¶ãñ
Öñ¦ãì Ôã½ããÍããñ£ã¶ã ‡ãñŠ¶³ãè‡ãðŠ¦ã ¹ãÆãä‰ãŠ¾ãã ‡ãñŠ¶³ Ô©ãããä¹ã¦ã ãä‡ãŠ† Øã† Ööý

• ¹ãòÍã¶ãÀãò ‡ãŠãñ ‡ãñŠ¶³ãè‡ãðŠ¦ã ¹ãòÍã¶ã ¹ãÆãä‰ãŠ¾ãã ‡ãñŠ¶³ãò ‡ãñŠ ½ãã£¾ã½ã Ôãñ ÔãÖãè
†Ìãâ Ôã½ã¾ã Ôãñ ¹ãòÍã¶ã ‚ãªã ‡ãŠãè •ãã ÀÖãè Öõý

• ¹ãÆÊãñŒã ÔãâØãÆÖ ‡ãòŠ³ ºã¶ãã† Øã† Öö ãä•ãÔãÔãñ ÍããŒãã‚ããò ½ãò ¹ã¾ããÃ¹¦ã
Ô©ãã¶ã „¹ãÊãº£ã Öãñ Ôã‡ãñŠý

• ãäÔÌã¹ã‹› ‡ãñŠ ½ãã£¾ã½ã Ôãñ ¹ãÆñãäÓã¦ã ‡ãŠãè •ãã¶ãñ ÌããÊããè ŒãìªÀã £ã¶ãÀããäÍã¾ããò
¹ãÀ ‡ãŠãÀÃÌããƒÃ ‡ãŠÀ¶ãñ ‡ãñŠ ãäÊã† ‚ããÌã‡ãŠ £ã¶ãÀããäÍã ‡ãñŠ¶³ ŒããñÊãñ Øã† Ööý

• ÍããèÜãÆ¦ãã Ôãñ ‚ããõÀ ªàã¦ãã¹ãîÌãÃ‡ãŠ ‡ãŠã¾ãÃ ÔãâÞãããäÊã¦ã ‡ãŠÀ¶ãñ ‚ããõÀ ØãÆãÖ‡ãŠ
ÔãñÌãã ½ãò Ôãì£ããÀ ‡ãŠÀ¶ãñ ‡ãñŠ ãäÊã† ÔãâØãŸ¶ãã¦½ã‡ãŠ ÔãâÀÞã¶ãã ‡ãñŠ ‚ãâ¦ãØãÃ¦ã
Ô¦ãÀãò ½ãò ‡ãŠ½ããè ‡ãŠãè ØãƒÃ Öõý

• 24x7 ‚ãã£ããÀ ¹ãÀ ›ãñÊã ¹ãÆŠãè ¶ãâºãÀ ÌããÊãã †‡ãŠ Ôãâ¹ã‡ãÃŠ ‡ãòŠ³ Ô©ãããä¹ã¦ã
ãä‡ãŠ¾ãã Øã¾ãã Öõ ãä•ãÔã‡ãñŠ ´ãÀã „¦¹ããªãò ‚ããõÀ ÔãñÌãã‚ããò ‡ãñŠ ºããÀñ ½ãò
•ãã¶ã‡ãŠãÀãè ªññ¶ãñ ‡ãñŠ Ôãã©ã-Ôãã©ã ØãÆãÖ‡ãŠãñâ ‡ãŠãñ Œãã¦ãñ ‚ããõÀ ÍãñÓã Ôãâºãâ£ããè
•ãã¶ã‡ãŠãÀãè ¼ããè ªãè •ãã†Øããèý ¾ãÖ ÔãñÌãã ÍããèÜãÆ Öãè 17 ªñÍããò ½ãò
‚ããä¶ãÌããÔããè ¼ããÀ¦ããè¾ããò ‡ãñŠ ãäÊã† ¼ããè „¹ãÊãº£ã ‡ãŠÀã ªãè •ãã†Øããèý

ÌãÓãÃ ‡ãñŠ ªãõÀã¶ã, ªñÍã ‡ãñŠ ÍããèÓãÃ 113 Ì¾ãÌãÔãã¾ã ‡ãñŠ¶³ãò ‡ãŠãñ ¹ãî¥ãÃ
Â¹ã Ôãñ ºããè¹ããè‚ããÀ ‡ãñŠ ‚ãâ¦ãØãÃ¦ã ÍãìÂ ãä‡ãŠ† Øã† „¹ã¾ãìÃ‡ã‹¦ã ¹ãÆ¾ããÔããò
‡ãŠãè ¹ããäÀãä£ã ½ãò Êãã¾ãã Øã¾ãã Öõ •ããñ ‚ãÞœãè ¦ãÀÖ Ôãñ Ô©ãããä¹ã¦ã Öãñ
Øã† ÖöÃ ‚ããõÀ ƒ¶ãÔãñ ÍããŒãã‚ããò ´ãÀã ØãÆãÖ‡ãŠãò ‡ãŠãñ ºãñÖ¦ãÀ, ÍããèÜãÆ †Ìãâ
ÔãÖãè ÔãñÌãã ¹ãÆªã¶ã ‡ãŠãè •ãã ÀÖãè Öõý

ƒ¶ã Ôã¼ããè ¹ãÆ¾ããÔããò Ôãñ ºãö‡ãŠ ‡ãŠãñ ¶ãƒÃ ¹ããäÀÞããÊã¶ã ÔãâÀÞã¶ãã Ôãðãä•ã¦ã
‡ãŠÀ¶ãñ ½ãò ÔãÖã¾ã¦ãã ãä½ãÊããè Öõ ãä•ãÔãÔãñ ÌãõãäÍÌã‡ãŠ Þãì¶ããõãä¦ã¾ããò ‡ãŠã Ôãã½ã¶ãã
ãä‡ãŠ¾ãã •ãã Ôã‡ãñŠØããý

¶ã.Àã•ã¼ããÓãã ãäÌã¼ããØã

ºãö‡ãŠ ´ãÀã Àã•ã¼ããÓãã ¶ããèãä¦ã Ôãñ Ôãâºãâãä£ã¦ã ÔããâãäÌããä£ã‡ãŠ ‚ã¹ãñàãã‚ããò ‡ãŠãè ¹ãîãä¦ãÃ
‚ããõÀ ãäÖâªãè ¦ã©ãã ‚ã¶¾ã ¼ããÀ¦ããè¾ã ¼ããÓãã‚ããò ‡ãñŠ ½ãã£¾ã½ã Ôãñ ‚ã¹ã¶ãñ „¦¹ããª
‚ããõÀ ÔãñÌãã†â •ã¶ã-•ã¶ã ¦ã‡ãŠ ¹ãÖìâÞãã¶ãñ ‡ãñŠ ãäÊã† ÌãÓãÃ-¼ãÀ ‚ã¶ãñ‡ãŠ ¹ãÆ‡ãŠãÀ
‡ãñŠ ¹ãÆ¾ããÔã ãä‡ãŠ† •ãã¦ãñ ÀÖñý ‚ã¹ã¶ãñ ƒ¶ã ¹ãÆ¾ããÔããò ‡ãñŠ ‚ãâ¦ãØãÃ¦ã ÌãÓãÃ ‡ãñŠ
ªãõÀã¶ã ºãö‡ãŠ ªáÌããÀã ‚ã¹ã¶ããè 11,448 ‡ãŠãñÀ ºãöãä‡ãâŠØã ÍããŒãã‚ããò ½ãò
ªáãäÌã¼ããÓããè Ôããù¹ã‹›Ìãñ¾ãÀ ÔãâÔ©ãããä¹ã¦ã ‡ãŠÀ ãäª¾ãã Øã¾ãã, ãä•ãÔãÔãñ ºãö‡ãŠ ‡ãñŠ
ØãÆãÖ‡ãŠ ‚ã¹ã¶ããè ¹ããÔãºãì‡ãŠ, Œãã¦ãã ãäÌãÌãÀ¥ã ‚ããõÀ ‚ã¶¾ã ãäÀ¹ããñ›ô ãäÖâªãè ½ãò
¹ãÆã¹¦ã ‡ãŠÀ Ôã‡ãòŠØãñý Ôãã©ã Öãè, ºãö‡ãŠ ªáÌããÀã ‚ã¹ã¶ãñ ØãÆãÖ‡ãŠãò ‡ãŠãñ ãäÖâªãè
‚ããõÀ ‚ã¶¾ã ¼ããÀ¦ããè¾ã ¼ããÓãã‚ããò ½ãò ‚ã¹ã¶ããè ÔãñÌãã†ú „¹ãÊãº£ã ‡ãŠÀã¶ãñ ‡ãñŠ
ãäÊã† ãä‡ãŠ† •ãã ÀÖñ ¹ãÆ¾ããÔããò ‡ãŠñ ¹ããäÀ¥ãã½ãÔÌãÂ¹ã ºãö‡ãŠ ‡ãñŠ †›ãèñ†½ããò
½ãò ãäÖâªãè ½ãò ãäÖ›ãò ‡ãŠãè ÔãâŒ¾ãã 46 ÊããŒã ‚ããõÀ ‚ã¶¾ã ¼ããÀ¦ããè¾ã ¼ããÓãã‚ããò
½ãò ãäÖ›ãò ‡ãŠãè ÔãâŒ¾ãã 39 ÊããŒã ¹ãÆãä¦ã ½ããÖ ¦ã‡ãŠ ¹ãÖìâÞã ØãƒÃý

¹ã. ºãöãä‡ãâŠØã ¹ããäÀÞããÊã¶ã ãäÌã¼ããØã

• ºãö‡ãŠ ¶ãñ ‚ã¹ã¶ãñ ØãÆãÖ‡ãŠ ‡ãŠãñ •ãããä¶ã† (‡ãñŠÌããƒÃÔããè) / £ã¶ã-Íããñ£ã¶ã ãä¶ãÌããÀ‡ãŠ
(††½ã†Êã) / ‚ãã¦ãâ‡ãŠÌããª ‡ãŠñ ãäÊã† ãäÌã¦¦ã¹ããñÓã¥ã Àãñ‡ãŠ¶ãñ ‡ãñŠ „¹ãã¾ããò
¹ãÀ ¼ããÀ¦ããè¾ã ãäÀ•ãÌãÃ ºãö‡ãŠ ´ãÀã •ããÀãè ãäªÍãã-ãä¶ãªóÍããò ‡ãñŠ ‚ã¶ãìÔããÀ ºããñ¡Ã
´ãÀã ‚ã¶ãì½ããñãäª¦ã ÔãâÍããñãä£ã¦ã ¶ããèãä¦ã ‡ãŠã ‡ãŠã¾ããÃ¶Ìã¾ã¶ã ãä‡ãŠ¾ãã Öõý

• Êãñ¶ãªñ¶ããò ‡ãŠãè ãä¶ãØãÀã¶ããè ‡ãŠãè •ãã¦ããè Öõ ¦ãããä‡ãŠ £ã¶ã-Íããñ£ã¶ã ãä¶ãÌããÀ‡ãŠ
‚ããä£ããä¶ã¾ã½ã, 2002 ‡ãñŠ ãä¶ã¾ã½ããò ‡ãñŠ ‚ã¶ãìÔããÀ ‚ããä£ãªñãäÍã¦ã ãäÌã¦¦ããè¾ã
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S. BUSINESS PROCESS RE-ENGINEERING (BPR)

Bank has redesigned the business processes to

leverage the Core Banking platform to improve

performance in key business areas and quality

of customer service. The BPR Project

undertaken by the Bank is working to transform

it into a world class institution by proactively

reaching out to acquire new customers, building

deep and lasting relationships with existing

customers and providing all customers with

the best quality of service across multiple

channels. Various BPR initiatives undertaken

are detailed below:

• Centralised Processing Centres for Retail loans,

Small & Medium enterprise loans, and Trade

Finance were set up, wherein the end to end

processes have been taken over from branches.

• Relationship Managers have been positioned at

strategic centres to extend personalized service

to mass affluent and HNI clients, and also for

Medium Enterprises clients.

• Dedicated Sales Teams like Home Loans Sales

Team and Multi Product Sales Team have been

set-up to target niche markets and to up-sell and

cross-sell various products.

• Assured Standard Turn Around Times for various

sanction processes have been fixed for Asset CPCs.

• Quality of Assets and Documentation has improved.

• All branches in trade finance intensive centres

have been made capable to handle non-fund

based business like LCs/BGs and Bills with speed

and ease.

• Capability has been provided to branches for

speedy opening of new accounts and issue of

personalised cheque books.

• Clearing CPCs have been established to centralise

clearing related activities and free up branches

to focus on customer service.

• Pensions are being paid to pensioners through

Centralised Pension Processing Centres accurately

and in time.

• Document Archival Centres have been designed

to free up valuable space in branches.

• Inward Remittance Cell has been opened to

handle all retail remittances received through

SWIFT at a single point.

• For increasing speed and efficiency and to

improve customer service, the organizational

structure has been delayered.

• A 24x7 contact centre has been established with

toll-free number for providing information on

products and services as well as account and

balance queries to the customers. This service is

being extended to NRIs in 17 countries shortly.

During the year, top 113 business centres of the

country have been fully covered by the above BPR

initiatives which have stabilised very well and

have enabled branches to serve customers better,

with speed and accuracy.

All these initiatives have helped the Bank in

creating a new operating architecture capable of

meeting global competition.

T. OFFICIAL LANGUAGE DEPARTMENT

The Bank complied with the statutory

requirements relating to the Official Language

policy and made several efforts to deliver its

products and services to the masses in Hindi and

other Indian languages. These include installation

of bilingual software in its 11448 Core Banking

branches during the year which enabled

customers to get their pass books, statements of

account and other reports in Hindi. In addition

to this, the number of hits on ATMs in Hindi

reached 46 lakhs and in other Indian languages,

39 lakhs per month as a result of efforts made by

the Bank to provide its services in Hindi and other

Indian languages to its customers.

U. BANKING OPERATIONS DEPARTMENT

• The Bank has put in place, a Board approved

revised policy on Know Your Customer (KYC)/

Anti Money Laundering (AML)/Combating the

Financing of Terrorism (CFT) measures in line

with the guidelines issued by Reserve Bank of

India on the subject.

• Monitoring of Transactions is done with a view

to submit the required reports to Financial


