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BANK OF BARODA

BUSINESS RESPONSIBILITY REPORT 2019-20

(Under Listing Agreement)
Section A: General Information about the Bank

Corporate Identity Number (CIN) of the

1 | Company Not Applicable
2 Name of the Company Bank of Baroda
Baroda Bhavan, R C Dutt Road,
3 |Registered address Alkapuri, Baroda - 390007
4 |Website www.bankofbaroda.com
5 [E-mail id ed.slj@bankofbaroda.com
6 [Financial Year reported 2019-20

Sector(s) that the Company is engaged in

7 | (industrialactivity code-wise) “Banking & Finance”
List three key products/services that the 1. Wholesale Banking
Company manufactures/provides (as 2. Retail Banking
8 | inbalance sheet) 3. International Banking
Total number of locations where business
activity is undertaken by the Company
9
100 (Excluding IFSC, GIFT City)
Number of International Locations [USA, UK ,UAE, Singapore, Brussels]
i) | (Provide details of major 5)
ii) | Number of National Locations 9,482
Markets served by the Company-
10 | Local/State/National/International National & International




Section B: Financial Details of the Bank

1. Paid up Capital (INR)

Rs. 925 crore

2. Total Turnover (INR)

Rs. 16,36,106 crore

3. Total profit after taxes (INR)

Rs. 546 crore

4. Total Spending on Corporate Social
Responsibility (CSR) as percentage of
profitafter tax (%)

The Bank has spent Rs.433 lakh being 1% of
the published profit of the bank for the
Previous Year as part of its CSR for the year
ended March 31, 2020. Apart from these we
have released Rs.114.44 lakh towards pre-
sanctioned 2 CSR proposals of eVijaya Bank,
for which provision was done in previous
year 2018-19 by eVijaya Bank.

5. List of activities in which expenditure in 4 above has been incurred:-

No. of Amount
Sr. No Segments Donations (in lakh)
1 Education & Skill Development 4 402.89

2 Healthcare 2 79.57

3 Socio-Economic Development 9 64.98
Grand Total 15 547.44

Section C: Other Details

1 Yes
1 ggrej ’;};eiegompany have any Subsidiary Company/ (The Bank has seven domestic and
P ) eight overseas subsidiaries)
Do the Subsidiary Company/Companies participate in I;Tl%silj?;iee:f t:riijiszc]g ger;}tll:ngg
2 the BR Initiatives of theparent company? If yes, then initiatives ofpthe parent compan
indicate the number of such subsidiary company(s). i e Bank P pany
Do any other entity/entities (e.g. suppliers,
distributors etc.) that the Company doesbusiness
3 withparticipate in the BR initiatives of the Company? Nil
If yes, thenindicate the percentage of such
entity /entities? [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/Director responsible for implementation of the BR

policy /policies
S. No. Particulars Details
1. DIN Number 07692739
2. 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 +91-22-66985704

5. E-mail id gm.compliance.bcc@bankofbaroda.co




2. Principle-wise (as per NVGs) BR Policy/policies (Reply in Y/N)

S. No. Questions P | P2 |P3|P4|P5|P6 | P7 | P8 | P9
1
1.%$ |Do you have a policy/policies for.... Y IYMY[Y|Y|Y|IN[Y|Y

2. |Has the policy being formulated in|Y|Y |Y|Y|Y|Y|[N|Y]|Y
consultation with the relevant stakeholders?

3* |Does the policy conform to any Y| Y|Y|[Y[Y|Y|N|Y|Y
national/international standards? If yes,
specify? (50 words) (PL. 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/appropriate Board Director?

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
implementation of the policy?

6. |Indicate the link for the policy to be viewed|Y | N [IN|N |N|N [N |N|Y#

anlina?

7. |Has the policy been formally communicated to|Y | Y [Y|[Y |Y|Y IN|Y | Y
all relevant internal and external stakeholders?

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

9. |Does the Company have a grievance redressal| Y | Y [Y|[Y |Y|Y IN|Y | Y
mechanism related to the policy/policies to
address stakeholders' grievances related to the
policy/ policies?

10. |Has the company carried out independent| Y | Y |Y|Y|Y|Y |[N|Y | N
audit/evaluation of the working of this policy
by an internal 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, at the same time, there are various guidelines, issued by the
Bank from time to time, that are followed by the operating units as well as the policies formally
put in place. 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 follows primarily the CVC guidelines as contained in the Vigilance
Manual issued by the Central Vigilance Commission.

(Link: https:/ /cvc.gov.in/ publications/ vigilance-manual)

 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.

**S. No. 3: All the policies being followed by the Bank are in conformity with the guidelines
issued by various regulators and statutory bodies such as Reserve Bank of India, Ministry of

4



Finance, SEBI, Constitution of India, legal Acts etc. Hence, they confirm to national

standards.

# Link :www.bankofbaroda.com

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

Reason for not having policy for P7

2. |The company is not at a stage where it
finds itself in a position to formulate and
implement the policies on specified
principles

While there is no written policy for
Principle 7, the Bank being one of
the largest banks in the country is
associated with policymakers and

3. |The company does not have financial or
manpower resources available for the
task

regulators for the advancement of
public good, especially in the areas

months

4. |It is planned to be done within next 6

of governance and administration,
economic, especially banking sector
reforms, inclusive development

year

5. |It is planned to be done within the next 1

policies etc.

6. |Any other reason (please specify)

3. Governance related to BR

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

Annually

Does the Company publish a BR or a
Sustainability Report? What is the
hyperlink for viewing this report? How frequently
it is published?

Yes, BR Report can be viewed at
www.bankofbaroda.com

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, bribery and corruption
cover only the company?

Bank has vigilance set up on the lines of CVC
guidelines to check unethical practices, corruption,
malpractices, embezzlements and misappropriation
of funds by following the preventive vigilance steps
on 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. It is 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 information is submitted to the
Central Vigilance Commission in monthly reports.

6. Online internal Whistle Blower Policy has been
made functional.

7. Dedicated portal for vigilance function Bob-e-vigil
is functional since 01.04.2018.

8. Summary of contracts awarded, showing position
of various bidders and name of the agency L1 to
whom the work is awarded, is displayed in
corporate website on monthly basis. Fraud
management Solution (FMS) has been put in place
as a tool to control/ prevent frauds.

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

10. The Chief Vigilance Officer ensures investigation
of complaints having vigilance overtones and
takes appropriate action wherever required.

2. Does it

extend to  the
Group/Joint
Ventures/Suppliers/Contractors/

NGOs/Others?

No

How many stakeholder
complaints have been received in
the past financialyear and what
percentage =~ was  satisfactorily
resolved by the management?

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

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

During the financial year 2019-20, total 17,71,923 customer
complaints were received, and 17,68,976 customer
complaints (99.83%) were satisfactorily resolved.

Out of total complaints received (17,71,923), as per RBI
guidelines, complaints resolved on the same day (D) and
on the next day (D+1) (4,94,966) need not to be included
for reporting purpose. Therefore total complaints received
during the period April, 2018 to March 2019 comes to
17,71,923 - 4,94,966 = 12,76,957.

Bank has put in place a Customer Grievance Redressal
Policy, approved by the Board, and a well-structured
Customer Grievance Redressal Mechanism. The Bank is
highly responsive to the needs and satisfaction of its
customers, and available technology, processes, products
and skills of its people is being leveraged for delivering
superior banking experience to its customers.

Principle 2

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

List up to 3 of your products or

services ~ whose  design  has
incorporated social or
environmental ~ 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, Bank has the following schemes:

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

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

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

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

B. Smartphone to farmers:

In order to shift general public towards cashless society,
alternate delivery channels plays vital role. Mobile
Banking is considered to be one of the effective alternate
delivery channel because of increased penetration of the
mobile phones in India. Hence mobile banking through
smart phones with internet connectivity is future of
banking.

We have also come up with the Baroda Kisan Platform
which is developed for farmers which will cater all the
farming requirement Farmers can reap the benefit of
technology by getting information on Pest control,
weather forecast, commodity prices on real time basis.
Hence to benefit the farmers we have made a scheme for
financing smart phones to farmers.

C. Financing Toilets to Farmers:

We have made a scheme for financing to Farmers for
construction of toilets in Rural Areas. We have extended
loan to 161 farmers for construction of toilet.

2. For each such product, provide the

following details in respect of
resource use (energy, water, raw

material etc) per unit of
product(optional)
i. Reduction during

sourcing/production/ distribution
achieved since theprevious year
throughout the value chain?

ii. Reduction during wusage by
consumers (energy, water) hasbeen
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 lighting and water heating particularly in rural
areas, Bank has the following schemes:

1. Scheme for financing for improvement of water
facilities (drinking water) for Rural And Semi
urban areas

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

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

4. Scheme for financing Installation of Photo-voltaic
Pumping System for Small Irrigation Projects.
We have entered into 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 purchase of solar units

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

i. If yes, what percentage of your
inputs was sourced

Yes. Thrust is given on usage of renewable energy, power
saving high starrated equipment, LED light fixtures,
motion sensors, and open access in own premises.




sustainably?Also,provide _details
thereof, in about 50 words or so.

4. Has the company taken any steps to
procure goods and services from
local & small producers, including
communities surrounding their place
of work?

If yes, what steps have been taken to

improve  their capacity and
capability of local and small
vendors?

Yes. Local & Small vendors including MSME's are given
preference in the procurement and the eligibility criteria as
per Government of India guidelines. We prefer to make
purchases from GeM Portal (Government e-Market Place)

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 thereof, in about
50 words or so.

YES. Sewerage Treatment Plants, waste treatment plants
are installed and operated in multi-storied buildings
owned by Bank. More than 10% waste products are
recycled through the Bio Gas Plant installed in the
corporate office premises, Mumbai. Old records are being
destructed and recycled as per regulatory norms at regular
intervals.

Principle 3

1. Please indicate the Total number
of employees. 84,283
2. Please indicate the Total | 165
number of employees hired on
temporary/contractual /casual basis.
3. Please indicate the Number of
permanent women employees. 21,540
4. Please indicate the Number of

SC/ST Employees with | 296

disabilities
5. Do you have an employee | The following unions are operational in our Bank:
association that is recognised by
management? e All India Bank of Baroda Officers' Association

(AIBOBOA)

¢ All India Bank of Baroda Officers' Federation
(AIBOBOF)

e All India Bank of Baroda Karmchari Sena (AIBOBKS)

e Bank of Baroda Officers' Union (Regd.) (BOBOUR)

e Federation of Bank of Baroda Officers' Association
(FOBOBOA)

e All India Bank of Baroda Employees' Coordination
Committee (AIBOBECC)

¢ All India Bank of Baroda Employees' Federation
(AIBOBEF)




¢ All India Council of Bank of Baroda Employees'
Association (AICBBEA)

e All India Bank of Baroda Karmchari Sena (AIBOBKS)

¢ All India Bank of Baroda Employees Union
(AIBOBEU)

e Vijaya Bank Employees Association (VBEA)

6. What  percentage of your
permanent employees is members of
this recognised employee association?

77.56 % of the officers are members of the employee
associations as per records

94.51 % of the business associates and sahayaks are
members of the registered trade unions.

7. Please indicate the Number of
complaints relating to child
labour, forced labour,
involuntary  labour,  sexual
harassment in the last financial
year and pending as on the end
of the financial year.

Child Labour,/Forced Labour,/Involuntary Labour - Nil

Sexual Harassment:
Number of Complaints - 14
Pending Complaints - 03

8. What percentage of your under
mentioned  employees  were
given safety & skill up-gradation
training in the last year?

¢ Permanent Employees

¢ Permanent Women Employees

e Casual/Temporary/Contractual
Employees

¢ Employees with Disabilities

* Permanent Employees: 53%

* Permanent Women Employees: 51%

* Casual/Temporary/Contractual Employees: ----
* Employees with Disabilities: 45%

Principle 4

“Businesses should respect the interests of, and be
responsive towards all stakeholders, especially those
who are disadvantaged, vulnerable and marginalised”

1. Has the company mapped its
internal and external

stakeholders?
Yes
2. Out of the above, has the
company identified the
disadvantaged, vulnerable &
marginalised stakeholders?
Yes

3. Are there any special initiatives
taken by the company to engage
with the disadvantaged,
vulnerable and marginalised
stakeholders. If so, provide
details thereof, in about 50 words

The Bank has taken various special initiatives to engage
and extend benefits to the disadvantaged, vulnerable and
marginalised stakeholders Few of them are as under:

SC/ST Employees:
The Bank practices policy of equal treatment of all
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or so.

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.

The Bank has a chief liaison officer in the rank of general
manager at head office level and a zonal liaison officer at
each zone (total 18) for effectively addressing issues
/grievances of SC/ST Employees. A dedicated
Reservation (SC/ST) Cell is at Bank’s head office which
deals with SC/ST reservation and liaison with SC/ST
Commission, Government 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 Baroda SC/ST Employee Association at
corporate office level as well as at the zonal office level
wherein regular review is done about the proper
implementation of the various policies pertaining to
reservation and benefits extended to employees belonging
to SC/ST.

Persons With Disabilities

The Bank as an employer provides equal opportunities to
all its employees. The wages/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 despite their disability.

Bank has extended various benefits / perquisites to staff
members with disabilities such as provision of special
computer software for visually impaired employees
preparing specific job roles for them, financial assistance
for purchasing hearing aid (for hearing impaired persons)
artificial limbs, (for orthopedically challenged persons)
payment of conveyance allowance within certain limits to
blind and orthopedically challenged employees,
exemption from rural/ semi urban posting. Bank also
provides travel reimbursement 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 terms of Government directives, employees with
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disability are also eligible to avail special casual leave of
four days and ten days for specific requirements relating
to disabilities of employee viz. renewal of disability
certificate, medical check up etc. and for participating in
conference/ seminars/trainings/workshops related to
development of persons with disabilities to be specified by
the Ministry of Social Justice and Empowerment.

Community Service Activities:
During the year, on the occasion of Bank’s Foundation day
and on Republic Day, Bank undertook the following
community service activities:

* Blood Donation

* Tree Plantations drive

* Cleanliness drive

* Distribution of materials to the poor and needy

* Distribution of materials to orphanages /old age homes

* Conducting Health Check-up Camps

“Businesses should respect and promote human rights”

Principle 5
1. Does the policy of the company on
human rights cover only the

company or extend to the Group /
Joint Ventures / Suppliers /
Contractors / NGOs / Others?

The Policy covers Bank of Baroda only

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

There were 14 complaints filed on sexual harassment
during the financial year and -11- complaints i.e. (78.57%)
are Satisfactorily resolved.

There were 285 employee grievances received on “Baroda
Samadhan - Online Employee Grievance Redressal
system” during the financial year and -245- grievances i.e.
(86%) were satisfactorily resolved.

Principle 6

“Business should respect, protect, and make efforts to
restore the environment”

1. Does the policy related to Principle

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

The Policy covers Bank of Baroda only

Does  the  company  have
strategies/initiatives to  address
global environmental issues such
as climate change, global warming,

Yes

The entire gamut of credit appraisal can be segregated into
7 sections as under:

(a) Borrower Appraisal

(b) Technical Appraisal

(c) Management Appraisal
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etc? If yes,
please give hyperlink for webpage
etc.

(d) Financial Appraisal

(e) Economic Appraisal

(f) Market Appraisal

(g) Environmental Appraisal

Necessary pollution / environmental clearances are
obtained before disbursement of any facility.

* Bank does not extend finance to industries which affects
environments/ 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.

Does the company identify and
assess potential environmental
risks?

Yes

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

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 level and lesser impact on
environment are procured/used.

Has the company undertaken any

other initiatives on - clean
technology, energy efficiency,
renewable energy, etc. If vyes,

please give hyperlink for web page
etc.

Usage of renewable energy , power saving high star rated
equipment ,LED light fixtures, motion sensors, solar
panels are being used to power few rural and semi urban
branches

Are the Emissions/Waste
generated by the company within
the permissible limits given by
CPCB/SPCB for the financial year
being 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 and manure is
generated as byproduct. Waste water treated in STPs is
used for gardening, flushing, etc.

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

Principle 7

Is your company a member of any
trade and chamber or association?
If Yes, Name only those major

1. Indian Banks Association (IBA)
2. Indian Institute of Banking & Finance (IIBF)
3. Institute of Banking Personnel Selection (IBPS)
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ones that your business deals with.

4. National Institute of Bank Management (NIBM)

Bombay Chamber of Commerce and Industry

6. Centre for Advanced Financial Research and Learning
(CAFRAL)

7. National Payments Corporation of India (NPCI)

The Clearing Corporation of India Ltd (CCI)

9. Foreign Exchange Dealers Association of India
(FEDAI)

o

@

10. Have you advocated/lobbied
through above associations for
the advancement or

improvement of public good? If
yes, specify the broad areas such
as Governance and
Administration, Economic
Reforms, Inclusive Development
Policies, Energy security, Water,
Food Security, Sustainable
Business Principles, Others)

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

Principle 8

“Businesses should support inclusive growth and
equitable development”

1. Does the company have specified

programmes/ initiatives/projects
in pursuit of the policy related to
Principle 8? If yes, details thereof.

Baroda Kisan Pakhwada”, a fortnight long farmer
outreach programme was organised by the Bank across
the country from October 1-15, 2019 and culminated with
celebration of Baroda Kisan Divas on October 16, 2019.

Particulars Count
No. of Choupals organised 13,385
No. of participants in Choupals 3,56,056
No. of Kisan Melas (Credit Camps) 1,079
No. of Health Camps (Soil / Animal / Farmer) 745
Farmer Meetings (Other than Choupals) 6,135
Farmers Appreciated 28,311
Total Farmers Connected 6,11,779
Are  the programmes/. projects | The financial inclusion project have been
undertaken through in-house i
team/own foundation/external undertaken through in-house team. Bank has set
NGO/ government  structures/ up separate department headed by General

any other organisation?

Manager for this purpose.

. Banks’ in-house trust Baroda Swarojgar Vikas
Sansthan (BSVS) is conducting various types of
financial literacy programs, training and skilling
programs for villagers.

3. Have you done any

impact

Total 6,11,779 farmers benefitted by these programmes.
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assessment of your initiative?

What is your company's direct
contribution to community
development projects (Amount in
INR and the details of the projects
undertaken).

A. Self Help Groups (SHGs)

SHG is a cost effective way to reach out to the poor and
empower them by inculcating saving habit amongst them
as well as enable them to undertake income generating
activities through bank credit. 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 empowerment of
women, Bank is focusing on financing of women SHGs.
Bank is implementing the scheme throughout the nation
with special focus 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.
Bank has entered into tie up arrangement with SRLMs
(State wing of National Rural Livelihood Mission -NRLM)
in 11 states and is working in close coordination with all
SRLMs.

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. Till March 2020, Bank has financed 1,60,125
women SHGs with outstanding balance of Rs.2,527 crore.

B. (Baroda RSETI)

In order to identify the need for imparting skill to rural
poor and engage them in self- employment ventures, Bank
has set up -64- RSETIs all over the country to provide free
of cost vocational training to unemployed youth.

These centers also provide handholding support to the
trained youth in availing bank credit and in establishment
of their ventures.

Bank has trained 5,03,145 candidates under this activity
out of which 3,30,213 have established their ventures
successfully up to March, 2020.

C. Financial Literacy & Credit Counseling centers
(SAARTHEE)

Financial literacy being a prerequisite for bringing the
excluded sections of the society under the financial
services, Bank has established -87- Financial Literacy and
Credit Counseling centers all over the country which are
providing financial literacy for responsible borrowing and
also counseling to those who are under financial distress.
Till March 2020, cumulatively 30.9 lakh people availed the
services through camps and visits at centers.

All the counselors at these centers provide face to face
services to the visitors at the centers as well as conduct
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camps in the remote areas for providing their services.

5. Have you taken steps to ensure Self Help Groups (SHGs)
that this community development | Bani has entered into tie up arrangement with SRLMs
initiative 1s succgssfully adopteq (State wing of National Rural Livelihood Mission -NRLM)
by the community? Please explain | jn 11 states and is working in close coordination with all
in 50 words, or so. SRI.Ms.
Baroda RSETI
Bank has trained 5,03,145 candidates under this activity
out of which 3,30,213 have established their ventures
successfully up to March, 2020.
Financial Literacy & Credit Counseling centers
(SAARTHEE)
Till March 2020, cumulatively 30,94,565 persons availed the
services through camps and visits at centers.
Financing for Renewable Energy Sources:
Many salt farmers at Little Rann Of Kutch, District
Surendranagar, Gujarat are benefited by purchasing of
solar units.
Financing Toilets to Farmers:
Many farmers from entire country have availed loan
facility for construction of toilets. Bank has extended loan
to 161 farmers for construction of toilet.
Smartphone to farmers:
Till now 123 farmers have taken benefits under 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 | Around 1.84% (32,595) of the total number of
complaints/consumer cases are | complaints received (17,71,923) are pending as on
pending as on the end of financial | 31.03.2020.
year?
2. Does the company display | Notapplicable
product information on the
product label, over and above
what is mandated as per local
laws?
3. Is there any case filed by any | Nil
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stakeholder 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.

Did your company carry out any
consumer survey/  consumer
satisfaction trends?

Customer feedback gives the Bank an opportunity to
identify and bridge the gap between customer needs and
expectations. The Bank has commissioned a
Customer Satisfaction Survey from October 2019 through
its contact centre for branch interaction.

Customer feedback is captured through telephonic
interviews using a structured questionnaire preferably
within 72 hours of their interaction with the branch. The
questionnaire comprises of questions pertaining to overall
experience, branch ambience, wait time, staff behavior -
politeness and courtesy, knowledge levels etc.
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