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BANK OF BARODA
BUSINESS RESPONSIBILITY REPORT 2018-19
(Under Listing Agreement)
Section A: General Information about the Bank

1 | Corporate Identity Number (CIN) of the Company Not Applicable
2 | Name of the Company Bank of Baroda
3 | Registered address “Baroda House”, P.B.No. 506,Mandvi, Baroda — 390006
4 | Website www.bankofbaroda.co.in
5 | E-mail id ed.slj@bankofbaroda.com
6 | Financial Year reported 2018-19
7 | Sector(s) that the Company is engaged in (industrial “Banking & Finance”
activity code-wise)
8 | List three key products/services that the Company 1. Wholesale Banking
manufactures/provides (as in balance sheet) 2. Retail Banking
3. International Banking
9 Total number of locations where business activity is
undertaken by the Company
i) Number of International Locations 99 (Excluding IFSC, GIFT City)
(Provide details of major 5)
[USA, UK ,UAE, Singapore, Brussels]
ii) Number of National Locations 5,553
10 | Markets served by the Company-Local/State/Nation- National & International
al/International
Section B: Financial Details of the Bank
1. Paid up Capital (INR) Rs. 529 crore
2. Total Turnover (INR) Rs.11,07,509 crore
3. Total profit after taxes (INR) Rs. 433.52 crore
. . As the Bank had incurred | ring FY 2018, Th
. Tt Spaning on Coporate Sevia eSPOnSINY | pordo o GSR actutes o r year P 2019 vere
limited to Rs. 5.00 lakhs only, as per the directions of RBI.
5. List of activities in which expenditure in 4 above has been incurred:-
Sr. No Segments Do'\ll'\c;.tifns 2:1& lli:;
1 Education & Skill Development - -
2 Healthcare - -
3 Socio-Economic Development 1 4.29
Grand Total 1 4.29
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Does the Company have any Subsidiary Company/ Companies?

Yes
(The Bank has seven domestic and eight
overseas subsidiaries)

Do the Subsidiary Company/Companies participate in the BR Initia-
tives of the parent company? If yes, then indicate the number of such

subsidiary company(s).

No, None of the above mentioned subsidiar-
ies participate in the BR initiatives of the par-
ent company i.e. Bank.

Do any other entity/entities (e.g. suppliers, distributors etc.) that the
Company does business with participate in the BR initiatives of the

Company? If yes, then indicate the percentage of such entity/enti- Nil
ties? [Less than 30%, 30-60%, More than 60%].
Section D: BR Information
1. Details of Director/Directors responsible for BR
a) Details of the Director/Directors responsible for implementation of the BR
policy/policies
S. No. Particulars Details
DIN Number 07692739
Name Shri S L Jain
3. Designation Executive Director
b) Details of the BR head
S. No. Particulars Details
1. DIN Number (if applicable)
2. Name Shri Sanjay Kumar
3. Designation General Manager
4. Telephone number +91-22-66985705
5. e-mail id gm.compliance.bcc @bankofbaroda.com
2. Principle-wise (as per NVGs) BR Policy/policies (Reply in Y/N)
S.No Questions P1| P2 | P3 P4 P5 P6 | P7 | P8 | P9
1.$$ Do you have a policy/policies for.... Y | YA Y Y Y Y N|[Y]|Y
2. Has the policy being formulated in consultation | Y [ Y Y Y Y Y N|lY]|Y
with the relevant stakeholders?
3. Does the policy conform to any national/in- Y| Y Y Y Y Y N|[Y[Y
ternational standards? If yes, specify? (50
words) (PI. see the footnote)
4. Has the policy being approved by the Board? If | N | Y Y Y Y Y N|Y]|Y
yes, has it been signed by MD/owner/CEO/ap-
propriate Board Director?
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5. Does the company have a specified committee | Y | Y Y Y Y Y N[Y[Y
of the Board/ Director/Official to oversee the im-
plementation of the policy?

6. Indicate the link for the policy to be viewed on-| Y | N N N N N N | N Y*
line?
7. Has the policy been formally communicatedto| Y | Y Y Y Y Y N|[Y[Y

all relevant internal and external stakeholders?

8. Does the company have in-house structure to| Y [ Y Y Y Y Y N|Y]|Y
implement the policy/policies?

9. Does the Company have a grievance redressal | Y | Y Y Y Y Y N|[Y[Y
mechanism related to the policy/policies to ad-
dress stakeholders’ grievances related to the
policy/policies?

10. Has the company carried out independent audit/ | Y Y Y Y Y Y N|Y|[N
evaluation of the working of this policy by an in-
ternal or external agency?

$$ There are several policies formally put in place by the Bank that govern various functions in the Bank directly or
indirectly. However, there are various guidelines, issued by the Bank from time to time, that are followed by the oper-
ating units in adition to formal policies. Similarly, the Bank also implements the policies framed by regulators, affiliated
associations and other statutes while carrying out the banking functions.\

*Under Principle 1, the Bank primarily follows the CVC guidelines as contained in the Vigilance Manual issued by the
Central Vigilance Commission. (Link: http://cvc.gov.in/si fault/files/vmn 2017.

A Various activities under Principle 2 are governed by the Bank’s Domestic Loan Policy which is meant for internal use
only and, therefore, cannot be viewed online.

** 8. No. 3: All the policies being followed by the Bank are in conformity with the guidelines issued by various regula-
tors and statutory bodies such as Reserve Bank of India, Ministry of Finance, SEBI, Constitution of India, legal Acts
etc. Hence, they confirm to national standards.

# Link : hitps://www.bankofbaroda.com/policy-documents.htm

2a. If answer to S.No. 1 against any principle is ‘No’, please explain why: (Tick up to 2 options)

S.No. Questions P1|P2|P3|P4|P5|P6|P7|P8| P9
1. The company has not understood the Principles
2. The company is not at a stage where it finds itself in a Reason for not having a policy for P7
position to formulate and implement the policies on spec- While there is no written policy for Principle
ified principles 7, the Bank being one of the largest banks

in the country is associated with policymak-
ers and regulators for the advancement
of public good, especially in the areas of
governance and administration, economic

3. The company does not have financial or manpower re-
sources available for the task

4. It is planned to be done within next 6 months . . : .

matters, including especially banking sector
5. It is planned to be done within the next 1 year reforms, inclusive development policies etc.
6. Any other reason (please specify)
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3. Governance related to BR

Indicate the frequency with which the Board of Direc-
tors, Committee of the Board or CEO to assess the BR | Annually
performance of the Company. Within 3 months, 3-6
months, Annually, More than 1 year.

Does the Company publish a BR or a Sustainability | Yes, the BR Report can be viewed at
Report? What is the www.bankofbaroda.com

hyperlink for viewing this report? How frequently it is
published? It is published annually.

Section E: Principle-wise performance

Principle 1 “Businesses should conduct and govern themselves with Ethics,
Transparency and Accountability”

1. Does the policy relating to ethics, | Yes, it covers the Bank only.
bribery and corruption cover only the com-

pany? The Bank does not have policy relating to ethics, bribery and corruption

but has a vigilance set-up on the lines of CVC guidelines to check uneth-

ical practices, corruption, malpractices, embezzlements and misappro-

priation of funds by following preventive vigilance steps on a continuous
basis as under:

1. Online submission and 100% scrutiny of Annual Property Returns
(APR) filed by officers.

2. Agreed List of officers against whose honesty or integrity there are
complaints, doubts or suspicions is prepared annually in consultation
with the CBI authorities.

3. As per CVC guidelines, list of Officers of Doubtful integrity is prepared/
reviewed annually.

4. ltis ensured by the HRM Department that the officers appearing in any
of the aforesaid lists are not posted in sensitive assignments. This is
monitored by Vigilance Department.

5. Rotation of staff in sensitive positions in the Bank is monitored and in-
formation is submitted to the Central Vigilance Commission in monthly
reports.

6. Online internal Whistle Blower Policy has been made functional. Ded-
icated portal for vigilance function Bob-e-vigil has been launch.

7. Summary of contracts awarded, showing position of various bidders
and name of the agency L1 to whom the work is awarded, is dis-
played on the corporate website on a monthly basis. Fraud manage-
ment Solution (FMS) has been put in place as a tool to control/ pre-
vent frauds.

8. Scrutiny of staff accounts at random is being undertaken at the time
of regular inspection and during the Preventive Vigilance Audits con-
ducted by the Vigilance Officers of various Zones/ Regions. As a pre-
ventive vigilance measure, a system has been introduced through IT
dept, putting restriction on staff to put either debit or credit in his own
account.

9. Vigilance complaints: The Chief Vigilance Officer ensures investiga-
tion of complaints having vigilance overtones and takes appropriate
action wherever required.

2. Does it extend to the Group/Joint| No
Ventures/Suppliers/Contractors/NGOs/Oth-
ers?
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3.  How many stakeholder complaints have
been received in the past financial year and
what percentage was satisfactorily resolved
by the management?

The Bank has a dedicated vertical i.e. Customer Service for monitoring the
grievances and its quality redressal.

During the financial year 2019, a total of 12,14,864 customer complaints
were received, and 12,00,989 customer complaints (98.86%) were satis-
factorily resolved.

Out of the total complaints received (12,14,864), as per RBI guidelines,
complaints resolved on the same day (D) and on the next day (D+1)
(1,54,416) need not to be included for reporting purposes. Therefore, total
complaints received during the period April 2018 to March 2019 comes to
12,14,864 - 1,54,416 = 10,60,454.

The Bank has put in place a Customer Grievance Redressal Policy,
approved by the Board, and a well-structured Customer Grievance Redres-
sal Mechanism. The Bank is highly responsive to the needs of its custom-
ers, and leverages technology, processes, products and people to ensure
customer satisfaction and deliver superior banking experience to its
customers.

If so, provide details thereof, in about 50 words
or so.
Principle 2

“Businesses should provide goods and services that are safe and
contribute to sustainability throughout their life cycle”

1. List up to 3 of your products or services
whose design has incorporated social or envi-
ronmental concerns, risks and/or opportunities.

A. Financing for Renewable Energy Sources:
In view of the need to increase the use of solar energy both for home
lighting and water heating particularly in rural areas, the Bank has the
following schemes:

1. Scheme for financing installation of Solar Lighting and Small Capacity
PV Systems.

2. Scheme for financing Installation of Solar Water Heating Systems.

3. Scheme for financing Installation of Photo-voltaic Pumping System for
Small Irrigation Projects.

4. We have entered into a tie-up with Grassroot Trading Network for
Women (GTNfW) - an NGO for providing financial assistance to the
salt farmers at Little Rann Of Kutch, District Surendranagar, Gujarat for
the purchase of solar units.

B. Financing Toilets to Farmers:

We have made a scheme for financing Farmers for construction of toilets
in Rural Areas. We have extended loans to 146 farmer for construction
of toilet
farmers:

In order to gear the masses towards cashless transactions, alternate
delivery channels play vital role. Mobile Banking is considered to be one
of the effective alternate delivery channels because of increased pen-
etration of the mobile phones in India. Mobile banking through smart
phones with internet connectivity is future of banking. Farmers can reap
the benefit of technology by getting information on Pest control, weather
forecast and commodity prices on a real-time basis. The Bank has made
a scheme for financing smart phones to farmers for their benefit.
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2. For each such product, provide the follow-
ing details in respect of resource use (en-
ergy, water, raw material etc.) per unit of
product(optional)

i. Reduction during sourcing/produc-
tion/ distribution achieved since the previ-
ous year throughout the value chain?

ii. Reduction during usage by consum-
ers (energy, water) has been achieved
since the previous year?

Financing for renewable Energy Sources:

In view of the need to increase the use of solar energy both for home light-
ing and water heating particularly in rural areas, the Bank has the following
schemes:

1. Scheme for financing installation of Solar Lighting and Small Capacity
PV Systems.

2. Scheme for financing Installation of Solar Water Heating Systems.

3. Scheme for financing Installation of Photo-voltaic Pumping System for
Small Irrigation Projects.

4. We have entered into a tie-up with Grassroot Trading Network for Wom-
en (GTNfW)- an NGO for providing financial assistance to the salt farmers
at Little Rann Of Kutch, District Surendranagar, Gujarat for purchase of
solar units

3. Does the company have procedures in
place for sustainable sourcing (including
transportation)?

i. If yes, what percentage of your in-
puts was sourced sustainably? Also,

rovi tails thereof, in t
words or so.

Thrust is given on usage of renewable energy , power saving high star
rated equipment, LED light fixtures, motion sensors Open access in own
premises.

4. Has the company taken any steps to pro-
cure goods and services from local & small
producers, including communities sur-
rounding their place of work?

If yes, what steps have been taken to im-
prove their capacity and capability of local
and small vendors?

All new building being constructed are complying green building standards
where it is mandatory to use locally available materials for their
construction

5. Does the company have a mechanism to
recycle products and waste?

If yes, what is the percentage of recycling
of products and waste (separately as <5%,
5-10%, >10%). Also, provide details there-
of, in about 50 words or so.

Old records are being destroyed and recycled at regular interval.
STPs and Waste treatment plants are installed and operated in multi
storied buildings owned by Bank.

Principle 3 “Businesses should promote the wellbeing of all employees”
1. Please indicate the Total number of
employees. 55,754

(as on 31t March 2019)

2. Please indicate the Total number of
employees hired on temporary/contractual/ca- 188
sual basis.
3. Please indicate the Number of perma- 13019
nent women employees. ’
4. Please indicate the Number of SC/ST Employees with disabilities - 1,461

Employees with disabilities

Out of which, SC/ST employees are 226
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5. Do you have an employee association
that is recognized by management?

Yes

All India Bank of Baroda Employee’s Federation

All India Bank of Baroda Employee’s Union

All India Bank of Baroda Officer's Association

All India Bank of Baroda Officer's Federation

Bank of Baroda Karamchari Sena

Eastern Regional Council of Bank of Baroda Employees’
Association.

6. What percentage of your permanent
employees is members of this recognized em-
ployee association?

25.97 % of the Officers are members of the Employee
Associations as per records

87.69% of the Business Associates and Sahayaks are
members of the registered Trade Union

7. Please indicate the Number of complai

nts relating to child labour, forced labour, involuntary labour, sexual harass-

ment in the last financial year and pending as on the end of the financial year.

S.No. Category No of complaints filed during the No of complaints pending as
financial year on end of the financial year
1. Child labour/forced labour/ NIL NIL
involuntary labour
2. Sexual harassment 7 4
3. Discriminatory employ- NIL NIL
ment
8. What percentage of your under men-

tioned employees were given safety & skill
up-gradation training in the last year?

* Permanent Employees

* Permanent Women Employees

» Casual/Temporary/Contractual Employees
» Employees with Disabilities

Permanent Employees: 55%

Permanent Women Employees: 49%
Casual/Temporary/Contractual Employees: Nil
Employees with Disabilities: 35%

Principle 4

“Businesses should respect the interests of, and be responsive to-
wards all stakeholders, especially those who are disadvantaged, vul-
nerable and marginalized”

1.Has the company mapped its internal Yes
and external stakeholders?
2.0ut of the above, has the company Yes

identified the disadvantaged, vulnerable
& marginalized stakeholders?

3.Are there any special initiatives taken
by the company to engage with the dis-
advantaged, vulnerable and marginal-
ised stakeholders. If so, provide details
thereof, in about 50 words or so.

The Bank has taken various special initiatives to engage and extend bene-
fits to the disadvantaged, vulnerable and marginalised stakeholders

A few of them are listed below:

SC/ST Employees:

The Bank practices a policy of equal treatment of all employees without
any discrimination and bias on the basis of caste creed and religion.

The Bank extends certain special benefits/ facilities/assistance to
employees belonging to SC/ST Category such as pre-recruitment training
and pre-promotion training.
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The Bank has a Chief Liaison Officer at the rank of General Manager at
Head office level and a Zonal Liaison Officer at each Zone (total 13) for
effectively addressing issues /grievances of SC/ST Employees. A dedi-
cated Reservation (SC/ST) Cell is set up at the Bank’s Head Office which
deals with SC/ST reservation and liaisons with the SC/ST Commission Govt
Officials and other external agencies for ensuring strict compliance of SC/
ST reservation guidelines.
On quarterly basis , the Bank conducts meetings with All India Bank of Baro-
da SC/ST Employee Association at Corporate Office Level as well as at
the Zonal Office Level wherein regular review are done with respect to the
proper implementation of the various policies pertaining to reservation and
benefits extended to employees belonging to SC/ST categories.
Persons With Disabilities
The Bank as an employer provides equal opportunities to all its employees.
The Wage/ Salaries, promotions and other benefits extended to employees
with disabilities are at par with other employees. At the time of assignment
of duties to employees with disabilities, proper care is taken to ensure that
they are able to discharge their duties comfortably notwithstanding their
disability.
The Bank has extended various benefits / perquisites to staff members with
disabilities such as provision of special computer software for visually im-
paired employees, prepared specific job roles for them, financial assistance
for purchasing hearing aid (for hearing impaired persons) artificial limbs (for
orthopedically challenged persons), within certain limits, payment of con-
veyance allowance to blind and orthopedically challenged employees and
exemption from Rural/ Semi Urban Posting. The Bank also provides travel
reimbursements for people with disabilities who have difficulties in moving
independently and for Visually Impaired employees along with a companion
to assist them to freely travel on Official duty/ trainings
In line with Govt. directives employees with disability are also eligible to
avail special casual leave of -4- days and -10- days for specific require-
ments relating to disabilities of employee viz. renewal of disability certifi-
cate, medical checkup, etc. and for participating in Conference/ Seminars/
Trainings/ Workshops related to development of persons with disabilities
specified by the Ministry of Social Justice and Empowerment.
mmuni rvice Activiti
During the year, on the occasion of the Bank’s Foundation day and on Re-
public Day, the Bank undertook the following community service activities:
. Blood Donation-more than 11,000 units of blood
. Tree Plantations drive-around 40,000 saplings planted
. Cleanliness drive-more than 2,200 drives in various localities
. Distribution of materials, miscellaneous items to the poor and
needy —more than 98,000 items
. Distribution of materials, misc. items to orphanages / old age
homes-more than 45,000 items
. Conducting Health Check-up Camps-more than 11,500 people
covered.

Principle 5

“Businesses should respect and promote human rights”

1. Does the policy of the company on
human rights cover only the company
or extend to the Group / Joint Ventures
/ Suppliers / Contractors / NGOs / Oth-
ers?

The Policy covers Bank of Baroda only

2. How many stakeholder complaints
have been received in the past financial
year and what percent was satisfactorily
resolved by the management?

There were 7 complaints filed on sexual harassment during
the financial year and -03- complaints i.e. (42.85%) are
satisfactorily resolved.




I <R Rard

Business Responsibility Report

Principle 6 “Business should respect, protect, and make efforts to
restore the environment”
1. Does the policy related to Principle The Policy covers Bank of Baroda only

6 cover only the company or extends to the
Group/Joint Ventures / Suppliers/ Contractors/
NGOs/ others.

2. Does the company have
strategies/initiatives  to  address  glob-
al environmental issues such as cli-

mate change, global warming, etc? If yes,
please give hyperlink for webpage etc.

Yes

The entire gamut of credit appraisal can be segregated into 7 sections is un-
der:

a) Borrower Appraisal.

b) Technical Appraisal.

¢) Management Appraisal.

d) Financial Appraisal.

e) Economic Appraisal.

f) Market Appraisal.

(9) Environmental Appraisal.

Necessary pollution / environmental clearances are obtained before dis-
bursement of any facility.

(
(
(
(
(
(

» The Bank does not extend finance to industries which adversely affects
the environment/ produce ozone depleting substances.

» In commercial Real Estate projects, Bank, inter alia, stipulates to :-
- Use fly ash brick.

- Harvest rain water for construction.

- Harness solar power to meet energy requirements.

3. Does the company identify and as-
sess potential environmental risks?

Yes

Before carrying out appraisal, detailed Techno Economic Viability study
and vetting is being done to assess potential environmental risk and ways
for mitigation.

4. Does the company have any project
related to Clean Development Mechanism? If
so, provide details thereof, in about 50 words
or so. Also, if Yes, whether any environmental
compliance report is filed?

Products having lesser emission levels and lesser impact on environment
are procured/used.

5. Has the company undertaken any
other initiatives on - clean technology, energy
efficiency, renewable energy, etc. If yes, please
give hyperlink for web page etc.

Usage of renewable energy , power saving high star rated equipment , LED
light fixtures, motion sensors , Open access are ensured in all premises
owned by the Bank.

6. Are the Emissions/Waste generated
by the company within the permissible limits
given by CPCB/SPCB for the financial year be-
ing reported?

Emissions levels of all equipment used are within the standards prescribed
by the local regulatory authorities. Treatment plants are installed for treating
solid waste generated in major buildings where bio gas is generated as a
byproduct. Waste water treated in STPs is used for gardening, flushing, etc.

7. Number of show cause/ legal notices
received from CPCB/SPCB which are pending
(i.e. not resolved to satisfaction) as on end of
Financial Year.

NIL
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Principle 7 “Businesses, when engaged in influencing public and reg-
ulatory policy, should do so in a responsible manner”
1. Is your company a member of any | YES.

trade and chamber or association? If Yes,
Name only those major ones that your busi-
ness deals with.

Indian Banks Association (IBA)

Indian Institute of Banking & Finance (IIBF)

Institute of Banking Personnel Selection (IBPS)

National Institute of Bank Management (NIBM)

Maharashtra Economic Development Council (MEDC)

Centre for Advanced Financial Research and Learning (CAFRAL)
National Payments Corporation of India (NPCI)

The Clearing Corporation of India Ltd (CClI)

Swift International Banking Operations Seminar (SIBOS)

©CEeNOOTRWN =

2. Have you advocated/lobbied through
above associations for the advancement or im-
provement of public good? If yes, specify the
broad areas such as Governance and Admin-
istration, Economic Reforms, Inclusive Devel-
opment Policies, Energy security, Water, Food
Security, Sustainable Business Principles, Oth-
ers)

The Bank being one of the largest commercial banks in the country works
closely with policymakers and policy-making associations, especially in
evolving policies that govern the functioning and regulation of the banking
industry, monetary policy, financial inclusion related policies and sustain-
able development of the banking industry.

Principle 8 “Businesses should support inclusive growth and equita-
ble development”
1. Does the company have specified | Baroda Kisan Diwas: Organized Baroda Kisan Diwas on 16th Oct-2018. A

programmes/ initiatives/projects in pursuit of
the policy related to Principle 87 If yes, details
thereof.

total of 8,018 Choupals organised with 2,38,974 particpants in Choupals,
1,621 Kisan melas, 339 no. of Health Camps (Soil / Animal / Farmer), 4,884
farmer meetings were conducted. 16,400 farmers were appreciated. 310
financial literacy camps. Overall a total of 2,55,587 farmers have benefitted
through these programmes.

2. Are the programmes/projects under-
taken through in-house team/own foundation/
external NGO/government structures/ any oth-
er organization?

. The financial inclusion project have been undertaken
through in-house team. The Bank has set up a separate depart-
ment headed by a General Manager for this purpose.

. The Bank’s in-house trust Baroda Swarojgar Vikas Sans-
than (BSVS) is conducting various types of financial literacy pro-
grammes, training and skilling programmes for villagers.

3. Have you done any impact assess- . Total of 2,565,587 farmers have benefitted from these
ment of your initiative? programmes
4. What is your company’s direct con- | A. Self Help Gr H

tribution to community development projects
(Amount in INR and the details of the projects
undertaken).

SHG is a cost-effective way to reach out to the poor and empower them
by inculcating a habit of saving among them as well as enable them to
undertake income generating activities through bank credit. The Bank has
taken several steps in this regard. Bank has adopted more liberal norms of
financing to SHGs. Considering the role played by SHGs in the empower-
ment of women, the Bank is focusing on financing of women SHGs. The
Bank is implementing the scheme throughout the country with special fo-
cus on financing to women beneficiaries in identified backward districts of
the country, wherein the minimum loan amount of Rs. 1,00,000 is being
sanctioned. We have entered into arrangement with SRLMs (State wing of
National Rural Livelihood Mission -NRLM) in 11 states and are working in
close coordination with all SRLMs.

The Bank is actively involved in implementation of DAY-NRLM Scheme
aimed at providing hassle-free Credit to Women SHGs at a concessional
rate of interest in 250 Identified districts as per the guidelines of the Ministry
of Finance.

10
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Till March 2019, the Bank has financed 79,389 women SHGs with outstand-
ing balance of Rs.951.89 crore.

B. Bar r Vik nsthan (Bar RSETI

In order to identify the need for imparting skill training to the rural poor
and to engage them in self- employment ventures, the Bank has formed a
trust under which 49 centres are established all over the country to provide
free-of-cost vocational training to unemployed youth.

waroj

These centres are also providing handholding support to the trained youth in
availing bank credit and in establishment of their ventures.

The Bank has trained 3,64,995 candidates under this activity out of which
2,19,237 have established their ventures successfully up to March, 2019.

C. Fi ial Lit & Credit C i tres (SAARTHEE)

Financial literacy being a prerequisite for bringing the excluded sections
of the society under the ambit of financial services, the Bank has estab-
lished 51 Financial Literacy and Credit Counselling centres all over the
country which are providing financial literacy for responsible borrowing and
also counselling those who are under financial distress. Till March 2019, a
cumulative 14,01,543 persons had availed these services through camps
and visits at centres.

All the counsellors at these centres are providing face to face services to
the visitors at the centres and also conducting camps in the remote areas.

5. Have you taken steps to ensure that
this community development initiative is suc-
cessfully adopted by the community? Please
explain in 50 words, or so.

A If Help Gr H

We have entered into Tie Up arrangement with SRLMs (State wing of
National Rural Livelihood Mission -NRLM) in 11 states and are working
in close coordination with all SRLMs.

B. Baroda Swarojgar Vikas Sansthan (Baroda RSETI)
The Bank has trained 3,64,995 candidates under this activity out of
which 2,19,237 have successfully established their ventures up to
March, 2019.

C. Financial Liter redi nselin ntr AARTHEE
Till March 2019, a total 14,01,543 persons availed the services through
camps and visits at centres.

D. Financing for Renewable Energy Sources:

Many Salt farmers at Little Rann Of Kutch, District Surendranagar,
Gujarat have benefitted through purchasing of solar units.

E  Fi ina Toilets to F .
Many farmers across the country have availed loan facility for construc-
tion of toilets. The Bank has extended loan to 146 farmers for construc-
tion of toilets.

F. :

313 farmers have benefitted from this scheme.

Principle 9 “Businesses should engage with and provide value to
their customers and consumers in a responsible manner”
1. What percentage of customer com- | Around 2.26 % (27,415) of the total number of complaints received

plaints/consumer cases are pending as on the
end of financial year?

(12,14,864) are pending as on 31.03.2019

2. Does the company display product in-
formation on the product label, over and above
what is mandated as per local laws?

Not applicable

11
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3. Is there any case filed by any stake-
holder against the company regarding unfair
trade practices, irresponsible advertising and/
or anti-competitive behavior during the last five
years and pending as on end of financial year.
If so, provide details thereof, in about 50 words
or so.

Nil

4. Did your company carry out any con-
sumer survey/ consumer satisfaction trends?

Our bank has initiated a Customer Satisfaction Survey from February, 2018
on an ongoing basis for critical transactions across all touch points viz.
Branch, Account Opening, ATM, Mobile Banking, Internet Banking, Griev-
ance Redressal.

A feedback via telephone is being obtained from customers who have inter-
acted with any of the Banks access channels, within 72 hrs of their interac-
tion. The main objective is to understand customer needs and expectations
and to provide targeted customer centric solutions to their problems and to
make changes to the processes and service delivery mechanisms, keeping
customer at the core of all changes.
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IeY B UM o ITAR & ST W12 TG fohT 1T & et st 7 SuTedre o &9 H 34 e 8. Taerdt
H U SIS STt ohT ST ST, TR 271fe o Tt fomam s 2,

7. T o & oiq & widfiesfy
ik i LS IEC A E iG]

TS &9 ¥ Tei fvere M)

T TS/ faferer Afew i Fo

g

Trgia 7 “SrEETa Wa Far ve frames Hifeat @ gl war @, @ 3@ Rrder gde aveer forar s
=R,
1. T AT9eh Shoft fopeft o e amer | S et

AT TS T W 22 AR E, AT | 1. AR S T (JMEAT)

ST ¥ Tk wrE 1 A S | 2. ARt ST SR o HeT (SATSSTESiu)

T IATThT ATHTT Hlg 2. 3. e spftien == deu (rdsidie)
4. T Sk S HE (CAATESTH)
5. HERISE AT foemme aitye (THeeiH)
6. TR forctar ST qoIT STea s (HuumhaTiata)
7. WIS T T e (TfiefiaTs)
8. et g fm fafies (wfieterseen)
9. v derivmet s ST SRR (TEsTsssTT)

2. T O IYURH SISAT & HIeaH
¥ FreTte fod it wfa/gem &
qr W e S e R
STRTTEH, AT o, w foreme
fifoat, St geam, @ g,
SeienTicTen oo fogr, 3=

(ST M),

ek II1 o I SATMTTSUeh Siohi § & Weh B b A1 i ferient wef Hifer Frerfee wrat o e, i sifem sanmm ot
gl 3 o dereft fifaat, difses fifa, fordte gumerer deeh Hifaat e st e & e fawm
T I T AT et T it 2 Tl & & F1i 2.

fagas

AT AT FTeg, AT FHT STehTa i e femT anee”

1. T RO o T g 8 T Hafeerd
Hifod w1 AT T F g
fafafés wrsa/aee i
2. I 5T, o 3t foawor <.

setet fopam feam:

16 379 S, 2018 I FSIaT o foa@ T %t 8018 =orelt forew 238974 STt 1 g, 1621
fopam T, 339 Tfle FRfor (e, oy, forerm), 310 foreffar wmerar S, 4884 foram i, 16400 foRaTT
gwfif, 390 fordtar wmerar Rifer FrisHT 1 STISH foam T, ot freme 2,55,587 fram §7 wrisat &

2. T Jg FHishH/aREISHT, 3iafe
/ATt HEA/ETEd uSe
YR ST/ ot wre
o HTEIH B AT ST 87

° Torefter TrETerTT ST STafter 9 % HTeam § <IATs STl 8. soh 3 36 3299 o foTq o7 fapsam <t zerman
EIRAE L ER R EEE R

e Sk T SN 2Ee, IEIET WRISTTR ke ey (sfugefiee) grr wmefiv o fore fafir werm & fardir
HIEAT hrdshA, TI3T8T07 Tef hieret forehd shishy TfSid frr ST R 2.

3. T 3 Shef} ST TRl ok TrEr
T AT R 82

A 2,55,587 T8 57 HTshal & Ao 8¢ E.

Hro
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4. IERE fam aiEsETel | U et ShE (THEs)

ST T e RIS T TETET G TS ST o e, S STl shl STad Sle 3 S 0T ok AT & Sk (AT A7 ok AT
FRY (R % B SR H | o oy ererh v 3, 3k 3 g i v & o 991G 2, v 3 e werern g S e ey
AT i ) HTEUET ! TSt ST 2. Al eTfehentor § T Gerd Tl oh1 WIfHehT b e ¥ T@d gu oo wfear w@f
HERIAT FET o T3 el 39k foret TI0T 98 ST {5l 32 T8 2. ook = <31 o e fress forelt o wfeem el
o ferereirooT wereft e bt foranfeaa ot a1 2, fae e =aw %.1,00,000/- o 5507 Siehd g STd 2. 87 11
TS31 H THITNTAUH (Tt Uo7 Trsiiferht fieM- TI3TRUEATA 1 U ©s) & a1y gugiar foham g qor a4
THITNUUH & 919 §9-=9 § s s © 2.

foret wharrerar o femiett o srgam 250 et fet 3 wfee w qerrdr awel i et sore &t o st
ST I o Ie9T U SUATE-TASTRUATH FISHT o e § afsrardr & sniftrer 2. 7 2019 T, o6 3 79389
AT a2 TETT GHET 1 & 951.89 IS o1 H0T A 2.

oft, TEIET TSR fSehTd ST (FEieT AR

TITHTOT AT T IR TRTEATT FGT L shl STTATITHAT TT I7eH & ST IEHT H T hi SELd hl LT
¥ T §U sl  Ueh =14 1 73 fohat &, Sk Sfaiet srioiTre oo Zamat shi f:37eeht =2 e gfereqor
S T o ToTT Tt H 49 sk TmTiud forg o €.

3 ez, WTTTRre st <A Sfeh ST STt S AT T ok e T S o o SETe e e o TR €

T, 2019 T o1 7 3,64,995 STWATAT T 38 qed NS HAT & T 90 § 2,19,237 3 FheTAh 3707
IT| T e fag €,

oY, Tareiter |reraT 3 K0T Wyt g (Aref)

HHTS! 3 Sifer ot oht farfier Samet o eRR § o o fore foretr wercr srerfirer etrargarehar €, g4t T ol &9
¥ TEd gU o SR A 51 foiTer Arert S ot qret s wenfud R €, St STl famdor 5 8
forefier TTeRaT Yo Fd & qT Sit foreta el 7 2, 3w oWARt o WG #d €. /TE 2019 79 Fet 14,01,543
AT T 57 gl o HTeTH W WIS ITo hY T 37 sl | e fora,

ST Shesl THTe S ATl ] sl TR Hft HRiaTaT Yeuet HaTd e s e & Wrel € S7u qreer shesi
o FRIfeR T SIS R 2,

5. FM A qg GHET FA F | QT HETEAT 99E (THUE)

fe =1 Fam 3SR |y ) it i e (e S ST - TSR 5 T ) 3 e o e e

axar e W%iﬁ@a? Al THSTRUATH & |1 G 1 e R
e ST 2. afE & o, .
AT 50 F15aT H forawor &, oft. ST TR forhre ST (Ttar T

o < 38 IS o AT 3,64,995 AT h NIRRT foram 2, Fora & A 2019 T 2,19,237 = AHAATIEH
3T FE FTTq T forg &

. forftar TrmeraT ot ot Wt s (@ref)

AT, 2019 @ 14,01,543 STehfcRat 3 il 3 wreq w0 & qe 3hfeg 1 S o Sasti 1 arv for 2,

21, TefteRuita Hiet 2 formuwoT:

faafeet o7 371 e, AT GEATR, TSI o SR T fFaT HR 3ol i Tiie T amvi-d gu e.
3. foramt =8t wirerer ¥ ot e s

T 37 % SATerehiRT TRt F Siterera formior & swor gferen s R . S 146 ToRamT oh Siteer fFmfor &g
o feam 2.

. foramt s e
36 AT o et 313 foRemT = e wred ferar 2.
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fagia 9

“sHTET T FSTFET 3 91er 3199 UTEeh! qT STHITHIST & SIS T ITeh! Aecd fedm ST =nfee.”

1. 39 fadfm af & ofd q fead
yfqera  Utes  RehEd /TR
A wiferd 82

31.03.2019 e et T R1hrrai (12,14,864) H & T 2.26 % (27,415) R wiferd 2.

2. T U T ST Aol 9T TR
F A fEEa % aed
frerffed gammeit & stffis seame
Heieft gaTe wefiid i 2.

3. 7 e dter aut & S et
feqames 7 S % foeg s
S, - ferrie T farsmo sivy
7 T fereericreh sgegl o Heier
T AT 1 foRaT & 3T T 9%
39 forfir o % i o wiferd 82
Ife B QY TTHT 50 Ireei H TR
foremor 2,

4. FT T I T T ITIH
AT Safel/STwIHT HeToT T
2

FANL sfeh Gl Woreh ferg Al ot Fe, ST, Wi WietH, THTH, Hisset sifh, $ee sife, farehmere foamor,
HEEEAYUl T Sl o FoT ForaT SATE o eardl, 2018 ¥ TTeeh Wy o ST fohalT €. 37 UTeshi | feThi o Aream
G wicreer ot S Tt @ feet firer 72 =2 # S o forett oft wieh =et & siTeriia ot 2. S6h 76T 3% TTeh
T STTATIHATS I SAYETTST hT FHSAT & AT TR T UTEh hivsd THTH AT 2. Tt afterd i o ok
1 a5, Tofg A gU SToRaaTT el Ha fereor it  uftard e 2.
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