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Assets

The total assets of the Bank increased by 9.23%
from Rs.9,64,432.08 crores at the end of
March 2009 to Rs.10,53,413.73 crores as at end
March 2010. During the period, the loan portfolio
increased by 16.48% from Rs.5,42,503.20 crores
to Rs.6,31,914.15 crores. Investments increased
by 3.56% from Rs.2,75,953.96 crores to
Rs.2,85,790.07 crores as at the end of March 2010.
A major portion of the investment was in the
domestic market in government and other approved
securities. The Bank’s market share in domestic
advances was 16.28% as of March 2010.

Liabilities

The Bank’s aggregate liabilities (excluding
capital and reserves) rose by 8.93% from
Rs.9,06,484.38 crores on 31t March 2009 to
Rs.9,87,464.53 crores on 31 March 2010.
The increase in liabilities was mainly contributed
by increase in deposits and borrowings.
The Global deposits stood at Rs.8,04,116.23 crores
as on 31t March 2010, representing an increase
of 8.36% over the level on 31 March 2009.

The Bank’s market share in deposits was 16.31%
as of March 2010.

Performance Highlights

Core Operations

Global Markets Department

Corporate Banking Group

Mid-Corporate Group

National Banking Group

Rural Business Group

Marketing - Cross Selling Department

Corporate Strategy & New Businesses

T | | Mm(m|[QO|O|W|>

International Banking Group

Associates & Subsidiaries

[

Asset Quality

K  Information Technology

A. GLOBAL MARKETS DEPARTMENT

Global Markets Department at the Corporate Centre
handles the Bank’s Domestic Treasury Operations
across all time zones and covers activities in
various markets i.e. Forex, Interest Rates, Bullion,
Equity and Alternative Assets, etc.

RBI continued with its easy monetary stance
throughout the year. Yields softened during the
initial part of the financial year. However, to support
the economic growth, the Government borrowing
continued at elevated levels which put upward
pressure on the vyields. Inflation, which was at
subdued levels, started moving up in the second half
of the financial year. To contain inflationary
expectations, RBI also shifted its stance and hiked
CRR by 75 bps in January 2010 and Repo and
Reverse Repo rates by 25 bps during March 2010.
Yields hardened in the second half of the financial
year. The 10 year benchmark yield moved in the
range of 6.10% to 8.01% during the financial year.
The Bank earned Rs.18,108 crores by way of
Interest / Discount on our investments and made
Rs.2,695 crores of profit on sale of Investments and
Forex / Gold trading Income. Average yield on
Domestic Treasury Operations for the year was 7.56%.

B. CORPORATE BANKING GROUP

B.1 The Bank’s Corporate Banking Group consists
of three Strategic Business Units viz., Corporate
Accounts Group, Project Finance & Leasing SBU
and Stressed Assets Management Group.

B.2 Corporate Accounts Group (CAG)

Corporate Accounts Group has six branches at the
following centers; Mumbai, New Delhi, Chennai,
Kolkata, Ahmedabad and Hyderabad.
Hyderabad Branch was opened during the current
year. These six branches cater to 735 corporate
clients. During the year, 59 new corporate clients
were brought into the CAG fold and 71 clients
migrated from MCG.

e CAG’s advances portfolio of Rs.88,144 crores is
32% of the C&l (Non-Food) credit of the Bank
and constitutes 16% of the total domestic credit
portfolio of the Bank.
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Table : 2 CAG - Highlights
(Amount in Rs. crores)
Particulars As on As on|Growth
31.03.2009 |31.03.2010 (%)
Advances 74,377** 88,144 19
Fee Income 1,044 1,659 59
Operating Profit 5,636 7,337 30
Business Per
Employee 115 156 36
Avg. Interest
Spread 2.73 4.04 48
NPA/Total
Adv (%) 2.53 0.18 -93

** Base adjusted due to migration of clients
between MCG and CAG.

e CAG’s forex business constituted 55% of the
total domestic forex turnover of the Bank (64%
of forex sales and 43% of forex purchases).

= Account Planning initiative launched during
FY 2009 to align better, the Group’s marketing
to the Business Plans of the corporate clients
and to provide customized solutions, has
resulted in increased focus on fee-based
services. The fee income of CAG registered an
impressive growth of 59%. Income from LC
increased from Rs.209 crores to Rs.271 crores.
Income from BG increased from Rs.114 crores
to Rs.285 crores.

Transaction Banking Unit

Under Wholesale Banking Initiatives, Transaction
Banking Unit, with special focus on Cash
Management Product, Trade and Channel
Finance, commenced full-fledged operation
during the vyear.

(1) Cash Management Product

Cash Management Product (CMP) with its brand
name SBIFAST extended its reach for cheque/cash
collection to 973 branches at 680 centres across
the country, apart from electronic payment/
collection from all branches of the Bank. Besides
substantial increase in Dividend Warrant business,

cash pick-up facility and host-to-host connectivity
to clients to enable them to track collections/
payments and get customized MIS have been
initiated.

(2) Trade Finance

A more customized front-end tool for Corporate
and Mid-Corporate clients is underway which
will enable them to lodge their Letter of Credit
and Bank Guarantee requirements from their
office with their own templates.

(3) Supply Chain Finance
e-VFS (Electronic Vendor Financing Scheme)

This scheme, on electronic platform, provides
automated payment and settlement of transactions
as also real time MIS to both Industry Majors and
the vendors, apart from serving also as an
accounting software.

e-DFS (Electronic Dealer Financing Scheme)

Approved dealers of Industry Majors are financed
for their purchases under the e-DFS scheme,
through a web-based electronic platform. Real
time MIS is available on the web platform about
the status of the dealer’s account as also for
tracking of each invoice.

B.3. Project Finance & Leasing SBU

The Project finance-SBU focuses on funding projects
in infrastructure sectors like power, telecom, roads,
ports, airports, logistics and others. It also handles
large non-infrastructure projects. During the year
ended March 2010, the focus was on syndication
and underwriting of project loans.

During this year, Project Finance-SBU participated
in funding of projects having a total cost outlay
of Rs.3,00,016 crores (Rs.1,93,595 crores in
2008-09) and involving total debt requirement of
Rs.1,84,728 crores (Rs.1,33,894 crores in
2008-09). Project Finance-SBU accorded sanctions
of Rs.41,048 crores (Rs.25,854 crores in 2008-09),
while it took up syndication of debt of
Rs.69,901 crores (Rs.64,069 crores in 2008-09),
during the period.
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B.4. Stressed Assets Management Group (SAMG)

The performance of SAMG during the year
2009-10 is given below:

Table : 3 SAMG - Highlights
(Amount in Rs. crores)

1 | Cash Recovery in NPA 406
2 | Upgradation to Standard Assets 144
3 | Write Offs 489
4 | Gross reduction in NPAs (1+2+3) 1,039
5 | Recovery in written off accounts 388

Stressed Assets Management Group (SAMG)
which was set up to address high value NPAs
with outstandings of Rs.5 crores and above has
now expanded its role to resolve all NPAs of
Rs.1 crore and above across the country with
a view to providing specialised and focussed
attention in resolution of NPAs.

106 Stressed Assets Resolution Centres (SARCS)
were established across the country for focussed
resolution of NPAs with outstanding upto
Rs.1 crore in SME and Personal segments.
Out of these, 49 independent SARCs were
brought under SAMG in a phased manner to
give further fillip to the Bank’s recovery efforts.
The performance of SARCs is very encouraging
and substantial progress in the Management of
NPAs has been achieved.

MID-CORPORATE GROUP (MCG)

The Bank's Mid Corporate Group is primarily
catering to the banking needs of Mid Corporates,
with a turnover of Rs.50 crores and above.
During the year, 4 Branches were added, namely
SCB Guntur, Bullion Branch Mumbai,
Siruthozhil Salem and OB Kanpur, taking the
total number of MCG Branches to 56, covering
all the major business centres in the country.
During 2009-10, Aggregate Credit Limit of
Rs.28,418 crores was sanctioned to 915 new
clients. The Bank's Gold Banking business
comes under MCG.

MCG - Highlights

Advances (Non-Food) level grew by 12.41%
(YoY) to reach Rs.1,33,748 crores on adjusted
base due to migration of clients between MCG
and CAG/NBG.

Operating Profit grew by 10.41% (YoY) to
Rs.11,473 crores.

Other Income grew by 26.35% (YoY) to
Rs.1,750 crores.
Average Yield on Advances : 9.94%.

Average Interest Spread : 4.53% (up by 47 bps
from March 2009).

Operating Profit Per Employee : Rs.3.02 crores.

Business Per Relationship Manager
Rs.880.24 crores.

Initiatives taken

L]

Trade specialists have been placed at each MCG
Branch for efficient marketing and handling of
trade finance related transactions.

Cash Management Product specialists have been
placed at all important MCG Centers to provide
efficient Cash Management solutions to the
customers.

New Mid Corporate Regional Office has been
opened at Pune for better focus on MCG
customers' needs and business growth in Pune,
Nagpur and Raipur areas.

New Product

L]

Construction Equipment Loan (CEL) has been
reviewed and modified to focus on the growing
needs of the infrastructure industry.

Gold Banking

[

The Bank has undertaken several measures to
become one of the leading banks in Gold
Banking business.

The number of branches authorized for retail
sale of Gold Coins has increased from 518 as
on 31.03.2009 to 1,121 as on 31.03.2010.
The Bank has also bagged a number of orders
for bulk sale of Gold Coins.

The Bank has set up a dedicated Bullion
Branch at Mumbai to provide focused thrust to
Bullion business.

The Gold Deposit Scheme, which aims at
mobilization of idle Gold from domestic
households, temples and trusts, has been made
operational at 54 branches and the Bank has
mobilized 4.47 MT of Gold under the scheme.
The Bank has extended Metal Gold Loan Scheme
to new centres like Ernakulam, Trichur, Indore,
Surat and Madurai, and the business has grown
by 48% during the year.

Sale of Gold (wholesale) has increased by more
than 100% during FY 2009-10.
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e Gold Banking software "Metagrid® has been
introduced in all dealing branches for efficient
management of Gold Banking business and
cover operations.

D. NATIONAL BANKING GROUP (NBG)

National Banking Group of the Bank comprises of
Metro and Urban branches of 14 Circles. Three
Strategic Business Units, SMEBU, PBBU and GBU
are operational for taking care of the requirements
of Small & Medium Enterprises, Personal Banking
segment and Government Business. NBG is handling
59.25% of total domestic deposits (excluding PF
& Inter-Bank) and 33.16% of domestic advances
(excluding food) as on March 2010.

Out of 1,049 branches opened during the financial
year 2009-10, 354 branches were opened in metro
and urban areas with a view to increase the Bank’s
reach and be more accessible to customers. As at
the end of March 2010, the Bank had 12,496
branches and 21,485 Group ATMs.

As part of the Bank’s endeavour to provide increased
access to banking facilities across the country, the
Bank simultaneously opened 154 branches and 1,540
new ATMs on 12™ July 2009, the largest by any Bank,
anywhere in the world.

Table : 4 NBG - Highlights
(Amount in Rs. crores)

Particulars As on As on | growth
31.03.2009 |31.03.2010 %

Deposits

(excluding

inter bank) 412,257 | 4,24,713| 3.02

Advances
(excluding food

& inter bank) 1,53,961 1,77,498| 15.29

D.1 Personal Banking Business Unit (PBBU)

Table : 5 (Amount in Rs.crores)
Particulars As on Ason | growth
31.03.2009 | 31.03.2010 %
Deposits 3,38,471 4,13,129 22.06
Advances 1,06,622 1,34,415 26.07
CASA 1,51,512 2,02,458 33.63

PBBU handles 60.85 % of the Aggregate Deposits
and 24.60% of Aggregate Advances of the
Bank as on 31t March 2010 through its network
of 12,134 branches. 192 lacs Savings Bank accounts
were opened during the vyear ending
31st March 2010.

Western Union transactions are being offered at
10,438 branches, which has contributed other
income of Rs.9.16 crores.

Our Bank has been designated as the Point of
Presence for conducting business under the New
Pension System (an initiative of the Govt. of India)
and 150 branches across all Circles have been
registered for conducting business under the New
Pension System.

Alternate Channels

The need to give the Bank a modern look and feel
was necessary and hence, special focus was placed
on alternate banking channels such as ATMs,
Internet Banking and Mobile Banking which offer
customers hassle free banking anytime anywhere.
Along with the marketing, the task was also to
ensure that most of the banking needs of the
customers are fulfilled without the customer visiting
the branch. The State Bank Group has a total of
21,485 ATMs across India as on 31t March 2010
of which 16,294 ATMs are of the State Bank of
India alone. Along with an increase in number of
ATMs, there has also been an increase in the
number of debit cards issued by the Bank. As on
31t March 2010, the Bank had issued a total of
55.40 million debit cards compared to 39.15 million
as on 31t March 2009, i.e. a growth of more than
40%. With value added services such as fee
payments, donations etc. the Bank has witnessed
a growth of more than 44% in the number of ATM
transactions between March 2009 and March 2010.

The Bank also launched the Loyalty Rewards
Program for debit cards in April 2009. This has
triggered a huge spurt in the number of transactions
as well as amount. Coupled with this, another
campaign viz. “First use” was launched wherein
the customer was rewarded 100 bonus loyalty
points after 3 transactions during the campaign
period. This campaign was also a huge success
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wherein more than 1 lakh inactive cards were
activated. Over the last one year, PoS transaction
count has increased by 79% and the amount has
increased by more than 96%.

The Bank has also witnessed large volume of
transactions shifting to the INB channel. Compared
to FY 2008-09, the growth in number of retail
internet banking transactions this year is around
130%. This has been due to the addition of many
new features on INB services. New facilities have
been introduced to benefit customers of all age
groups. In the bouquet of services, facilities such
as online pension slip, TDS enquiry on term
deposits, differential exchange rates on on-line
draft requests etc., were started. To further encourage
customers to transact on this channel, the Bank
also launched the INB Loyalty Rewards Program
where the customer can earn points on transactions
done online. This scheme was started to recognise
and reward our customers, who have been using
our Internet Banking facilities regularly. These
customers have appreciated the Bank’s offers in the
technology space and belief in INB as being the
modern platform of Banking. To strengthen our
position on the technology front, it is proposed to
launch self service kiosks in cities where customers
will be able to conduct various banking activities
without the presence of a bank employee.

Corporate & Institutional Tie-ups

During FY 2010, the Bank designed a special
package, the Defence Salary Package, for personnel
of the three Armed Forces i.e. the Army, Navy and
Air Force who maintain their Salary accounts with
us. The Package offers benefits like concessions in
service charges and interest rates. The Army, at the
same time, were embarking on an ambitious project,
jointly with the Controller General of Defence
Accounts, to migrate their 11,50,000 Personnel
Below Officer Rank (PBOR) to a Monthly Payment
System. The PBOR were, as per an old system
called the “Acquittance Roll”, receiving only
nominal cash advances against a quarterly payment
system and were required to open Bank accounts
to enable the migration. The Army needed a bank
with the capability of handling large numbers and
having a wide reach. SBI was able to undertake
this successfully after pilots were run and tested,

including a pilot in a Forward Area. The Bank went
on to open 9,90,000 salary accounts in a span
of 6 months and could garner CASA of
Rs.1,250 crores.

SBI's Corporate Salary Package, a similar package
offered to employees of Corporates, has a total
customer base of 23,70,000 and registered a growth
of 6,40,000 accounts during FY 2010. CASA in
these accounts went up from Rs.4,300 crores to
Rs.7,400 crores.

Home Loans

SBI Home Loans is India’s No.1 Home Loan brand.
It has maintained its position as India’s “Most
Preferred Home Loan” brand in CNBC-Awaaz
Consumer Awards continuously for four years
since 2006. SBI Home Loans has been rated as “The
Best Home Loan” in India by the panel of eminent
jury in NDTV-Outlook Money awards continuously
since 2008. Home Loans play a pivotal role in the
Bank’s retail business strategy. Two innovative products,
namely “SBI Easy Home Loan” and “SBl Advantage
Home Loan” introduced during this year proved to
be the Game Changers. SBI Home Loans registered a
growth of Rs.17,129 crores (31.68%) during 2009-10,
and has become the No.1 Home Loan player — both
in terms of the size of the Individual Home Loan
booked and fresh Home Loan disbursements —
amongst All Scheduled Commercial Banks and
Housing Finance Companies in India.

Education Loans

With an increase in the number of students opting
for higher studies in India and abroad, Education
Loans have grown at 34.62% YoY (as on
March 2010). SBI has extended 4,33,789
Educational Loans with a total exposure of
Rs.8,907 crores (as on March 2010). Currently, SBI
is the market leader in Education Loans with a
market share close to 25%.

SBI believes in contributing towards the future of
India and the youth that will be the face of India
in the coming vyears.

Personal Loans

In July 2009, SBI introduced ‘SBI Loan to Affluent
Pensioners’ enabling the government pensioners to
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avail personal loans upto Rs.3 lacs, so that they
need not go elsewhere to meet their different
requirements viz., health, marriage of relative,
maintenance of house/vehicle etc.

Auto Loans

SBI Auto Loans maintain its market leadership
by increasing the market share from 15% to
16.75% as on 31 March 2010. The Bank
continues to be number one in financing Maruti
cars pan India for two consecutive years in a
row. SBI has increased its presence in the
market with higher penetration in the major
brands like Chevrolet, Hyundai, Tata Motors and
Honda Siel cars at 25.7%, 20.7%, 17.1% and
13.8% respectively.

The Bank has introduced SBI Advantage Car Loan
Scheme which facilitates Businessmen, Proprietary
and partnership firms to avail of car loan of
Rs.5 lacs and above quickly. Pre-approved car loan,
Retail Inventory financing for car dealers are a few
notable schemes which are on the anvil. Special
Execution Desks have been created in all Metros /
Urban centers for the convenience of the customers
to execute their car loan documents at mutually
convenient timings and places. The Bank has MoU
with all major car manufacturers to achieve highest
penetration in the market. Car Loan Origination
Software has been introduced in the Bank to
facilitate more customer acquisition.

Initiatives for Soft Recovery of NPA

Preventive NPA management is the key to
maintaining asset quality. The Bank is exploring
the possibility of establishing a Call Centre using
the expertise of SBI Card for follow up activities
of Personal Segment Advances, as a part of
Preventive NPA Management Strategy. The concept
includes telecalling, sending reminders at
pre-delinquent stage and also sending statements
and interest certificates to borrowers and building
post-acquisition risk scoring models.

Retail Scoring Models

Development of Retail Scoring Models for PBBU
Products has been completed and the scoring
models will be launched through the Loan

Origination Software shortly. The implementation
of the scoring system will not only facilitate
business growth by simplifying appraisal/sanction
process, pricing of a borrower, modification of
products from time to time etc., but also facilitate
Bank’s migration to IRB approach under the Basel
Il Revised framework for determining regulatory
capital requirements.

Customer Relation Module

The basic document along with the deliverables,
the time frame and the working partner have
been finalized and duly approved. A PERT chart
based on responsibilities, sales, delivery schedules
has been prepared and exchanged with IBM,
service provider. The first Circle chosen for the
roll-out is Ahmedabad Circle and a coordinating
team has been placed at the PBBU to carry the
initiative forward.

D2. SME Business Unit (SMEBU)

The Bank has continued to be the preferred Bank
by Small and Medium Entrepreneurs during the
FY 2009-10. The SME Business Unit under
National Banking Group is driving SME Banking
services across the country and implementing
multiple strategies to maintain the flagship
position in SME finance.

During the FY 2009-10, advances of SME business
unit increased to Rs.1,10,812 crores as on 31.03.2010
from Rs.95,893 crores as on 31.03.2009 registering
a growth of 15.56%. Due to the Bank’s prudent
policy to shed high cost bulk deposits in SME, an
amount of Rs.51,917 crores has been reduced resulting
in reduction of total deposit cost from 6.2% as on
31.03.2009 to 5.4% as on 31.03.2010.
Focus remained on high-end CASA deposit
accounts through value added current accounts
viz. Powerpack, Powergain and Surabhi Deposit
(with sweep & reverse sweep option) accounts,
resulting in the growth in CASA Deposit by 20%
to Rs.1,03,144 crores as on 31.03.2010 from
Rs.86,104 crores as on 31.3.2009.

Achievements / Initiatives during the year

e The Bank is providing single window approach
to SME customers through Relationship
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Banking. Relationship Managers (ME) and
Customer Relationship Executives (ME) have
been placed in potential SME pockets to cater
to the needs of MSMEs in a personalized and
professional manner.

Supply Chain Finance Unit is equipped with
Central Processing Cell (CPC) for centralised
sanctions to vendors of Industry Majors.
Electronic platform for Dealer Finance Scheme
(e-DFS) and Vendor Finance Scheme (e-VFS)
have been operationalised to finance vendors/
dealers of various Industry Majors.

To retain our flagship position in providing
financial assistance to Trade & Services (T&S)
Sector, a special campaign, Dealers Accounts
Drive (DAD) was launched. Under this 3,767
traders were financed a total sum of
Rs.1,654 crores. The special scheme for hassle
free loans to T&S sector, Traders Easy Loan
Scheme (TEL) was revamped. As Construction
sector and Transport sector will be important
for improving the economy, these sectors are
being assisted under specifically formulated
schemes, viz. Construction-Equipment Loan
Scheme (SCEL) and Transport plus Scheme.
For financing small transporters, doctors etc,
alliances with various IMs were initiated /
modified. To avoid distress sales by traders,
finance against warehouse receipts was
provided at 10% p.a.

To provide an access to bank credit at low rate
of interest and without collateral, the Bank has
launched undernoted two new loan schemes
under CGTMSE Guarantee scheme coverage for
Micro and Small enterprises to improve the
credit flow to MSE sector.

“SME MICRO”: Loan to Micro Enterprises
upto Rs.5 lacs at a concessional interest rate
of 8% p.a.

Collateral free loans to Micro & Small
Enterprises (SMECFL): Loan upto Rs.1 crore
at concessional rate of interest ranging from
9% p.a. to 10.50% p.a. depending on the
tenure and size of the loan.

To provide hassle free finance to deserving
applicants with technical and professional
gualifications, the Bank has launched *SBI
Small and Micro Interest-free Loan as Equity”
(SBI SMILE), for interest-free loan in the form
of Equity assistance up to Rs.10 lacs per
enterprise to set up a new unit.

In addition to providing supplementary financial
assistance to Small & Medium Enterprises
affected during down turn in economy, loan
repayment schedules were also restructured to
coincide with cash accruals of the units.
Proactive action taken by the Bank saved the
number of affected units from closure during
economic slow down.

To give further relief to the borrowers of
stressed assets, the Bank launched OTS scheme
for SME sector with outstanding up to
Rs.25 lacs in Doubtful and Loss categories as
on 31.03.2009. Under the scheme, compromises
were approved in 22,040 cases to the tune of
Rs.237 crores and a sum of Rs 129.07 crores
was recovered till 31.03.2010.

In order to effect recovery from chronic NPA
borrowers through compromise, another scheme
of OTS for SME sector has been launched in
March 2010 for loan outstanding up to
Rs.1 crore. Doubtful or loss assets as on
31.03.2009 are eligible for compromise under
the scheme.

The Bank is imparting special training called
“SME-GYANSHALA” to its officials working in
the area of SME credit and handling SME
advances to sharpen the credit skills.
Approximately 8,000 officers are being covered
under the programme.

Online payment promoted for SME customers
through payment gateway and site to site
integration along with ATM channel for dealer
payment through B2B payment solution.

Power Jyoti, a fee collection module popularized
to include other categories like recruitment
drive, co-operative banks, corporate collection
and other institutional fee collection.

SME POWER, latest string of current accounts
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with more features to cater to our SME segment.

Our first Internet platform product i-Collect
would facilitate remittance and collection with
extensive MIS for Firm/Companies/Institution
through internet banking platform.

Project Uptech : An innovative extension of the
Bank’s Consultancy Support to SMEs for
catalyzing Technology Up-gradation in SME
clusters with the objective of making the clusters
more competitive through:

Productivity increase
Quality improvements and
Cost reduction measures

The methodology involves both detailed unit
level studies as well as Industry level
interventions through training programmes/
seminars/workshops, to disseminate
information on better processes, appropriate
technology, need for common facility centre
(design, testing, etc.). 27 clusters covering a
variety of activities like agro pumps, engine &
components, foundry, rice mills, glass industry,
auto components, sago (sabudana), hosiery,
textiles, garment, refractories etc., have so far
been taken up under Project Uptech. More than
1,550 units have benefited under this
programme. Cumulative financial support of
about Rs.545 crores was also provided to these
units to implement technology up-gradation
initiatives. During the year two such projects
were initiated for the refractory cluster in
Jharkhand, and fabrication and boiler component
cluster in Tiruchirapalli.

During the downturn in economy, a slew of
reliefs and concessions were offered to MSMEs
through special schemes “SME CARE” and
“SME HELP”. The financial support made
available upto 31.03.2010 through these schemes
facilitated large number of MSMEs to tide over
the slowdown.

The Bank attained the First Rank based on its
outstanding performance in lending to Micro
and Small Enterprises for the year 2008-09.
Govt. of India, Ministry of Micro Small and

Medium Enterprises conferred the undernoted
National Awards to State Bank of India for
FY 2008-09:

i. “First National Awards for excellence in
lending to Micro Enterprises”.

ii. “First National Awards for excellence in
MSE Lending”.

D.3 Government Business Unit (GBU)

The Bank's endeavour to provide timely and
accurate credit of Pension as well as arrears,
consequent upon revision as per the 6" Central
Pay Commission recommendations have been
completed through our 14 Centralised Pension
Processing Centres (CPPCs) to 29,82,917
Pensioners through our 10,213 Branches upto
31.03.2010.

The facility for e-payment of Railway Freight
has been provided to 310 Corporates by the
Bank, and more and more Corporates are keen
to adopt this new convenient system. At present,
44% of the Railway Freight is being collected
through this e-route.

SBI is the sole Refund Banker for Income Tax
Refunds, which was initially operational at 6
centers viz. Delhi, Mumbai, Kolkata, Chennai,
Bangalore and Patna. W.e.f. 01.10.2009, it has been
extended to all non-corporate assessees at CPC
Bangalore, Mumbai, Chennai, Kanpur, Allahabad,
Ahmedabad, Hyderabad, Bhubaneswar,
Tiruvananthapuram, Pune, Kochi and Chandigarh.

Cyber Treasury for collection of State Government
Taxes has been in full operation in 19 States viz.
MP, Rajasthan, UP, Chhattisgarh, Haryana, Gujarat,
Bihar, Goa, Assam, Punjab, Andhra Pradesh,
Maharashtra, Tamil Nadu, Karnataka, Kerala,
West Bengal, Uttrakhand, Delhi and Orissa. In
other States, implementation of Cyber Treasury
for collection of State Govt. Taxes through
e-route is at various stages of implementation.

Fund-cum-Authorization Model for Social Sector
Flagship Schemes like National Literacy Mission
(NLM) of the Ministry of HRD is at the
implementation stage. MoU has been signed
between Ministry of HRD and the Bank for the
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NLM Project. Out of the 26 States identified for
implementation of the NLM Scheme, SBI will
be the partner in 20 States.

Collection of UPSC examination fees through Cash
Deposit at all SBI branches, Internet Banking and
VISA/Master Card co-branded cards of all banks
started w.e.f. 06.02.2010 and would continue for
other examinations conducted by UPSC. Collection
of SSC examination fees started through Cash
Depositand Internet Banking w.e.f. 04.02.2010 and
would continue for other examinations conducted
by SSC. The Bank is also targeting other State Public
Service Commissions and Railway Recruitment
Boards for collection of examination fees.

The initiative taken by Ministry of External
Affairs (MEA) to operationalise 77 Passport
Sewa Kendras (PSKs) is at the implementation
stage. MEA has outsourced the operational
work to M/s TCS, which has entered into an
agreement with SBI to act as the Banking
Partner. The Pilot Project at 7 PSKs at Bangalore
and Chandigarh is ready for rollout.

RURAL BUSINESS GROUP

Rural Business Group, which deals with the
business of the Bank at all rural and semi urban
centres, now handles a deposit portfolio of
Rs.2,54,210 crores and credit portfolio of
Rs.1,43,380 crores, which is 35% and 26% of
the Bank’s total domestic deposit and credit
portfolio respectively as on 31.03.2010.

(Amount in Rs. crores)

Particulars

As on | Growth
31.03.2010 %

As on
31.03.2009

Deposits

2,15,729 2,54,210| 17.84

Advances

1,20,496 1,43,380| 18.99

Highlights/Initiatives during the year

The rate of growth, both in deposits and
advances, has been better than the growth rate
of ASCB rural and semi urban branches. As a
result, the Bank’s market share in rural and
semi urban areas improved by 96 bps in
deposits and 64 bps in advances between
March 2009 and December 2009.

High proportion (57.71% of total deposits) of
CASA deposits in the group contributed to its
lower cost of deposits at 5.25%.

The business strategy envisaged setting up of
multi-pronged sourcing agents coupled with
improved back-end processing capacity.

Front-end sourcing force comprises,
besides branches, alternate channels like
Officers Marketing and Recovery (OMR),
Business Facilitators (BF) and Business
Correspondents (BC).

OMRs numbering around 3,900 now source not
only high value Agriculture segment loans but
also all types of deposits, loans and cross-
selling products across all the segments.

The Bank has appointed about 26,800 Customer
Service Point (CSP)/outlets of Business
Correspondents / Business Facilitators (BC/BFs).
Some of the national level BC/BFs are India Post,
ITC, National Bulk Handling Corporation and
Reliance Dairy. The alliance with India Post has
been scaled up nationwide and now covers more
than 5,200 Post Offices across all States.

To increase its outreach, the Bank has opened
about 374 rural and 321 semi-urban (total 695)
branches during the FY 2009-10 taking the total
number of branches to 4,745 in rural and 3,648
in semi-urban geography.

To improve the processing capacity, 314 Rural
Central Processing Centres (RCPCs) have been set
up (156 RCPCs set up during the year 2009-10).

Micro Finance and Financial Inclusion

The Bank is the market leader (market share
around 31%) in SHG-Bank Credit Linkage
programme having credit linked so far 17.13 lacs
SHGs (3.40 lacs SHGs credit linked during
FY 2009-10) and disbursed loans to the extent
of Rs.11,562 crores (cumulative). The Bank has
rolled out several unique products like SHG
Credit Card, SHG Sahayog Niwas and SHG
Gold Card.

A new scheme for financing NGOs / MFIs for
on-lending to SHGs introduced.
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= Coverage of Micro Insurance product — Grameen
Shakti has been extended. One million lives
have been covered so far.

e SBI has been rated as the Best Public Sector
Bank for Rural Reach by Dun and Bradstreet
Banking Award 2009.

< SBI has been awarded with Best Microfinance
Award for the year 2009 by the Asian Banker
from the financial institutions across the Asia
Pacific, Gulf and Central Asia regions.

= Coverage of unbanked village increased
from 53,000 in March 2009 to 1,03,938 in
March 2010.

e The Bank is the major player in Electronic
Benefit Transfer (EBT) project of Government
benefit payments, with participation in
five States.

Multiple IT enabled channels for Financial Inclusion

The Bank has gone beyond the usual domains
of technology in terms of platform, solution,
operational details and service contents in a
very aggressive manner to serve the excluded
common citizen with minimal costs. Some of
these channels are :

SBI Tiny Card - Tiny Smart Card is biometrically
enabled Contact-less / Contact cards operable at
dedicated PoT/ PoS device machine. The Chipless
Cards have also been launched to cut down the
cost of operations. The operations through the PoS /
PoT device support both offline & online / real time
transactions in customers’ account. Above 16 lacs
customers enrolled during the financial year
(cumulative more than 39 lacs customers). Tiny
card now support Savings Bank, Recurring Deposit,
SB — Cum — Overdraft and Remittance products.
Tiny Card for SHG customers with authorized
signatories and finger print validation operable at
BC / CSP / PoS near to their place of residence has
been introduced. Approximately 24,000 SHG groups
and 1,55,000 SHG members with tiny cards for
individuals have been covered during FY 2009-10.

Kiosk Banking — It is operated at internet enabled
PC (Kiosk) with bio-metric validation. Support is
available for online/real-time transactions. The Bank

has rolled out a Common Service Centers set-up
under e-governance project. Major Service Centre
Agencies (SCAs) like SREI Sahaj and 3-i Infotech
are engaged as Business Correspondent.

e Rolled out in 7 Circles across 7 States and
49 districts.

e Total of 240 Customer Service Points (CSPs).
e Over 6,000 customer enrollments.

e Coordinating with DolT for launching of Kiosk
Banking through designated SCAs.

e Other SCAs like AP Online, CMS Computer
System and Zoom Developers are under the
process of engagement.

= Moving to engage SIFY to use their franchisees
for roll out of Kiosk Banking to provide
Banking services.

Cell Phone Messaging Channel — It is a cost
effective model, works on low-cost simple mobile
phones. Transactions are well secured through PIN
based security.

e Rolled out in 3 States across 13 districts.
e 682 CSPs added upto now.

= Approximately 48,000 customers enrolled.

E.1 Agri Business:

Table : 6 Agriculture — Highlights
(Amount in Rs. crores)

Particulars As on As on | Growth

31.03.2009 (31.03.2010 %
Deposits 12,407 14,981| 20.75
Advances 54,678 63,723| 16.54

Achievements / initiatives during the year

The growth, as above, could be achieved despite
the following:

i. Delayed monsoons leading to a drought like
situation and floods had hit the credit demand
in the first half of the year.

ii. Adjustment of Rs.1,256 crores of Debt Waiver
claim received from Gol (reimbursement).

iii. Around Rs.1,600 crores received from ‘Other
Farmers’ eligible under Debt Relief Scheme —
being their 75% share.
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The Bank has crossed the 18% Benchmark for
agri priority sector advances in the FY 2010 by
achieving 18.08% of ANBC (18.46% as at
March 2009 & 18.37% as at March 2008).

The Bank has recorded Rs.34,179 crores
disbursement (102% of annual target of
Rs.33,500 crores of Agri disbursements) under
‘Flow of Credit to Agriculture’ as against
Rs.28,442 crores (against annual target of
Rs.28,000 crores in FY 2009) and financed
12.32 lacs new farmers against the target of
7.70 lacs during the year.

Special drought relief schemes to support farmers

The Scheme was launched in September 2009,
whereby concessions in interest rates, loan
processing charges, margin money, moratorium
period etc., have been offered for minor irrigation
loans upto Rs.25 lacs and crop loans above
Rs.3 lacs and upto Rs.25 lacs (crop loans upto
Rs.3 lacs are covered under Interest subvention
scheme of Gol). Rs.600 crores was disbursed
under Crop Loans and Rs.150 crores under
Minor Irrigation during FY 2010.

Produce Marketing loans (PML)

PML was launched exclusively for farmers at
concessionary interest rate of 8% (Rs.1,269 crores
disbursed during the FY 2010).

Special focus was given to cover beneficiaries
of Agricultural Debt Waiver & Debt Relief
Scheme who became eligible for new loans
(24 lacs farmers covered so far out of 41 lacs
beneficiaries under the Scheme).

New Product

Organic Farming (OF)

Financing of farmers, who want to switch over
from traditional method to organic farming for
improving returns, has since been launched by
the Bank in September 2009 in five Circles i.e.
New Delhi, Bangalore, Mumbai, Hyderabad, and
Chennai.

Tractor Sanjeevani
The scheme allows additional loan for Tractor
repairs, maintenance, upgradation and addition
of new implements.

Krishi Kalyan
It is a Combo product of KCC and PML.

Thrust continues to be laid on Contract Farming
and Value Chain Financing

Corporate tie-ups were entered into for capacity
building in horticulture  activities,
seed-production, cultivation of medicinal plants
and quality input supply to farmers. MoU
signed with National Horticultural Board (NHB)
as a preferred Banker.

Stimulus was given by way of sub-PLR loans
for setting up high tech ‘clean-milk’ dairy
units in Punjab and high-value integrated
Poultry units in Tamil Nadu / Union Territory
of Pudducherry.

Collateral Management Services were expanded
through further accreditations, to ensure
minimum loss to commodities lending under
Produce Marketing Loan (PML).

Bonding with Farmers:

To enhance customer awareness and ensure
continued relationship with the farming community,

various

initiatives have been continued under

‘Bonding with Farmers’.

Achievements during FY 2010 are given in the table:

Initiative Achievement

Villages adopted

(SBI ka Apna Gaon) 210
Farmers’ Clubs formed 5,290
Farmers’ Meets conducted 52,251

SBI Hariyali Ganga : Circles are conducting
some of the ‘Farmers Meet’ as ‘Farmers Training
Programmes’ by scaling it up with the active
participation of the Circle authorities and Agri
Technical persons from the Agricultural
Universities / KVK / NABARD / ICAR /
APEDA etc. These Farmers Training
Programmes have been renamed as
‘SBI Hariyali Ganga’ to command more reach
and involvement of farmers. Apart from the
regular farmers meet, one such Hariyali Ganga
programme is being conducted per quarter per
region beginning from January 2010 (28
programmes have, so far, been conducted).
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E.2.

E.3.

E.3.

Regional Rural Banks (RRBs)

Migration to Core Banking Solutions (CBS)
Platform

As per Government of India guidelines,
all RRBs have to be migrated to CBS by September
2011. The Bank has sponsored 17 RRBs. Out of
17 RRBs, 5 RRBs, with 1,365 branches, have
already been migrated to CBS. The Bank has a
plan of migrating the remaining RRBs to CBS
platform before 30" September 2010.

Capital to Risk Weighted Assets Ratio (CRAR)

The Government has constituted a committee
(Chairman: Dr K. C. Chakrabarty) with
representatives from the Government, Public
Sector Banks, RRBs and the NABARD to examine
the financials of the RRBs and suggest a roadmap
to raise the CRAR of RRBs to nine percent by
March 2012. The Committee is in the process
of finalization of its report. The Bank will
accordingly induct its share (35%) of Capital.

Credit Deposit (CD) Ratio

We have ensured continuous growth in the CD
ratio of RRBs from 59.29% in March 2009 to
61.08% in March 2010 for the development of
rural economy.

Profitability

Profit of all RRBs, sponsored by the Bank, has
increased to Rs.331.08 crores as on 31.03.2010
from Rs.203.31 crores as on 31.03.2009, registering
a growth of 62.84%.

I Credit Assistance provided to Scheduled
Castes and Scheduled Tribes

The credit assistance provided by the Bank to
Scheduled Castes and Scheduled Tribes stands
at Rs.11,872.80 crores and forms 6.31% of total
Priority Sector advances of the Bank as on
31.03.2010.

Il Coverage of Unbanked Blocks

Under the directions of Government of India,
the Bank took active initiative and has drawn

E.3.

E.3.

E.3.

E.4.

up a plan of action to extend banking services
in unbanked blocks, allotted to it by the
respective SLBCs.

Il Strategies to
(CD) Ratio

improve Credit Deposit

To improve the CD ratio of the Bank, wherever
it is less than 60%, the following measures
have been initiated:

i) Monitoring the performance under the
existing system of District Level Consultative
Committee (DLCC) in districts having CD
ratio between 40% and 60%.

ii) Special Sub-Committees of DLCC are set up
to monitor the performance of districts

where CD ratio is between 20% and 40%.

iii) Districts with CD ratio of less than 20% are
treated on a special footing.

IV Rural Self Employment Training Institutes
(RSETISs)

RSETIs offer free, unique and intensive short-
term residential self-employment training
programmes with free food and accommodation,
designed specifically for rural youth. Under the
guidance of Ministry of Rural Development
(MoRD), Gol, the Bank has established 67
RSETIs as on 31.03.2010 in the lead districts
across the country; conducted 1,748 training
programmes; trained 46,626 candidates and
arranged credit linkage to 18,019 beneficiaries.

V Advances to Weaker Section

The Bank has extended advances to the tune
of Rs.56,085 crores as on 31.03.2010 to the
weaker sections, which is 12.14% of Adjusted
Net Bank Credit (ANBC) against the benchmark
of 10% of the ANBC set by the Reserve Bank
of India.

Prime Minister’s New 15 Point Programme for
the Welfare of Minorities and Implementation
of Sachar Committee recommendations

The Bank has implemented Prime Minister’s
New 15 Point Programme for the Welfare of
Minorities, whose important objective is to
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ensure that an appropriate percentage of the
Priority Sector Lending is targeted for the
minority communities and that the benefits of
various Government sponsored schemes reach
the underprivileged, particularly the
disadvantaged section of Minority Communities
(Christians, Muslims, Buddhists, Sikhs and
Zoroastrians).

The year-wise position in respect of our
financial assistance to Minority Communities
in the identified Minority Concentration
Districts (MCDs) is given below:

Table : 7 Credit Assistance to Minorities

Period No. of districts No. of | Amount
as on identified by Alcs | (Rs.in

Gol (MCDs) crores)
March 2007 44 7.94 lacs 2106
March 2008 121 9.88 lacs 3516
March 2009 121 9.91 lacs 5091
March 2010 121 8.29 lacs 9434

Minority cells for co-ordination have already
been created at Local Head Office level and
Nodal Officers have been designated to monitor
the progress in lending to minority communities
as well as to redress the grievances of minority
communities.

As per Sachar Committee recommendations,
our Bank has opened 240 new branches in
under-banked / unbanked areas in MCDs during
the financial year 2009-10.

All the lead district managers have been advised
to monitor applications received from minority
communities and their disposal. Also, quarterly
information regarding Minority Lending is
updated on the Bank’s Website.

MARKETING-CROSS SELLING DEPARTMENT

The large network of branches of the State
Bank Group is being leveraged to deliver Para
banking products of SBI Life Insurance Co.,
SBI Mutual Fund, SBI Card and other third
party companies having tie-up arrangement
with SBI, thereby offering wider range of
financial products to our customers.

During the year, the Bank covered 17.73 lacs
lives under various schemes of SBI Life Insurance.
‘Grameen Shakti’, a micro-insurance product
was launched in 8 states covering 2,92,150 lacs
lives. Also, for encouraging investment among
small investors, the Bank distributed ‘Chhota SIP
(Systematic Investment Plan)’ product by which
middle income group customers can invest
regularly in the Mutual Fund. A total of 34,563
customers were covered in the year under the
scheme. Looking at the popularity, the Health
Insurance product covering nine critical illness
named ‘Criti 9’ introduced in Bangalore on pilot
basis was extended across the country. Over the
counter payment option was extended to SBI
Card customers thus transforming the company
into the industry leader in payment options.

. CORPORATE STRATEGY & NEW BUSINESSES

The New Businesses Department has been
successful in achieving the objectives with which
it was set up. Two new lines of business viz.
Custodial Services and General Insurance have
been successfully set up and are in the process
of stabilization. Other initiatives being pursued
are Private Equity, Financial Planning & Advisory
Services (FP&AS) and Mobile Banking. During
the year, the consultants, appointed for assisting
the Bank to consolidate the Payment Solution
Business, have since submitted their
recommendations. Seven niche areas viz. Mobile
Banking, Merchant Acquisition Business, SME
Current account and Supply Chain Finance,
Savings Bank, Cash Management Product, NRI
remittances and Govt. Business have been
identified for implementing a comprehensive
strategy, an aggressive business plan, improved
processes and matching organizational structure.
New initiatives taken up during the year are
Merchant Acquisition and Payment Solutions.

Financial
(FP & AS)

In the wake of recent development in regulatory
position regarding distribution of financial
products through advisory mode rather than the
distribution mode and also considering the

Planning and Advisory Services

53

C53 K53

&



39 9a1 & HAq URH F A faha el qLq
Feai i en/foEe, 7eM @led, ferme hve
Hfed w1 anfe Haeft faofg &= & R & Anfeefq
faam <mar & aur SeaEl & AR W STkl IEY
SFER @ S 2 e mEee e, wEfy
ST qor st Ses et €1 gEe § T
Har 502 wmErE § yE @ i o, 59 A= 2010
T 924 M@l | AN X &1 T (399 Sptedl
¥gd 39-WE & 500 @MW W )|

THE A, 3=9 fAaa Sfid AT Al Aew
& o F G F R 3qE TSl H F gerEd
WAH I gfe ¥, d& F af 2010-11 F T0EE
M F o9 Yy FAC [E FW F A 2

T T AR R WS-

e YA i FH-2s@UEHerE (AR wR
Tle-F0ET) Hag 39 R IR § g 2800 § ot
Y YEe ¥ ITas § S gAR d% & ugd /
faqor 1 gfe § sai § ga a7 Raere! st 2 |
fawfta af 2009-10 & 5% 7 2 g G off 31fers e
WA ®l WE T g4 &l ST gt ST off |

3-33-1 @ 7 3ofl-2S@UEESTE, THdiang v
frifes fafies (Touque) 3R didee siear
it fafies (THeiTaTd) & Tesis ¥ e f&ar
AT 8 | T8 I091E Sfaedt e Shafdeq # atens ST
1 e Je A € | TE FAN e AT ST
FeTe SfebT T (ST THEteE FiH)% Wead §
A @ W G A SNBY T 37eaT gUR g SfehT
SeEH (THE WieH) % e § & G §

3T ot o 39 S0 @8 81T (% & 370+t wgd
AR AT UF T, T & AF oA
HeTT SR, TTehi 1 S A e Tg=EH 37
IR F RER FER T

A GHTEN

e 379 GHE I HAGAY B IR Hfwar T

F a1 TH GHfa A HE H BE-ET FE
3TN 8 | I8 39 AIHE TS 3 Yo% 379 Yiofd Fid §

e g 8| I WA e Hisd
T B TSI AT i wishan oft S 2

Hage At Wer (Twefw)

TieTgd SfehT Yo I FAlERe S g e
F WYY TEH P 24X7 @A FAfHT YA
yaF w81 THE U @ wqte § gfy g
F S | TE A B e | iy B A,
TEH H 3T T TAC WA F TH 0y g
| BT g wiew g wuft v § IE
& T § 3 A (THuHE/sTieTE) areerd
STEATRYM Pl T JUATHE! (LTS qeided
T TR W IuEE 8l

AftARIF/Ssqudl ARG THATH 87 3T
el ¥ T 4 Hefad ek (T | 9w i
¥ Hafym IHed qor S e 9% 9%
Ay, ST Tt ¥ TAYT S, TR § S
& e YT 3 Akl H A A Faw, HiaEd
219 370, TS Whig frt, o Eidteg & U gre
&, foe srerertt, wodtens o o diftem
et e wnfet €1 YE 1 9 areft gt
T THETH o AT § (/TR ARA & S H
Ffeh, vt TG o WU Ay § A
AT TS - fieeft gEa & 3-27 & = 3q B
d HiaTEA AT B UH fGhey F ®T § ITAM
AT YT 8 | JUHCEE! R Hiaga SfdhT dr 24,
Y 30T @I & S T AiaRd arded [E
F Tq W AR wewH F 34 W off famr
W FI 31.3.2010 F FaA 2,18,434 TEH
WA HraEe SfShT "aet gq dsiad o)

TS UwET/AREtsiue

YR HRURST Td AT Pl SR/ T THS
¥ Sied & FAE F ged ARSI/ TETHS &
T 3T a6 G JI0 H g Tl g3 2
d 7 RESITH # (31.03.2010 it 14.15% SR
Y F TY) oA uvh Rufy s wel § ek
TRk # i af @t g 7 135.71 gfaed
# gfg af Feh dg Rufq I wht 31 a8 I

54

C54 K54

&



Swarup Committee recommendations on
“Consumer awareness and Investor protection”,
our Financial Planning and Advisory Services,
launched in March 2009, addresses the needs
of the modern day customers as also the
regulatory concerns.

Under this service, customers are guided to
finalise their financial goals viz. child’s
education/marriage, buying a house, building a
retirement corpus etc., and are advised a suite
of products comprising mutual funds, fixed
deposits and insurance products. The Service
was initially launched in 502 branches which
has been extended to 924 branches by
March 2010 (including 500 branches in Super
Circle of Excellence subset).

Further, the Bank plans to introduce Wealth
Management services in a phased manner in
2010-11 to help HNI (High Net-worth Individual)
clients to preserve and grow their wealth.

Demat & Online Trading

Demat services and eZ-trade@sbi (Online Trading)
Services are now available at more than 2,800
branches across India making our Bank one of
the largest players in the industry in terms of
the reach / distribution. In FY 2009-10, the Bank
has crossed the milestone of having more than
2 lacs Demat account holders in its fold.

The 3-in-1 account i.e. eZ-trade@sbi is offered
in alliance with SBICAP Securities Ltd. (SSL)
and Motilal Oswal Securities Ltd. (MOSL). The
product offers convenient online trading facility
in Equities and Derivatives. The customers can
access our Demat Services either from the
comfort of home or office through our Internet
Banking facility (OnlineSBl.com) or through
our Mobile Banking platform (SB Freedom).

Our objective for the next financial year is to
further broad base our reach, while continuously
honing our products by adding more value added
services and conveniences for the customers.

Payment Solutions

The Bank is in the process of implementing
“Integrated Payment Hub” as the primary

processor of all payment activities. This will
facilitate substantial revenue generation for this
business segment. With a view to providing
more focus on payment, Organisational
restructuring is also under way.

Mobile Banking Service (MBS)

Mobile Banking Service is convenient, user
friendly, secure and offers 24X7 inexpensive
banking services to customers. This is expected
to increase customer satisfaction and thus, will
be a customer retention tool, in addition to
reinforcing brand recognition. State Bank
Freedom has been launched in all our branches
and is available over application (on SMS/
GPRS), Wireless Application Protocol and USSD
(Unstructured Supplementary Service Data).

For application / WAP based MBS, the facilities
available include Account enquiry (balance
enquiry and mini statement), Cheque Book
request, Demat Account enquiries, Fund Transfer
within the Bank and to other Banks in India,
Mobile Top ups, recharge of Tata Sky, obtaining
PINs of other DTHSs, Bill Payment, Payment of
premium of SBI Life. Facilities in the pipeline
include Railway / Airline ticket booking
through MBS, State Bank Mobile Banking as
payment option in the Shopping application
of leading aggregators and Recharge of e-Tag
of Gurgaon-Delhi Highway. For MBS over
USSD, fund transfer, account enquiry and
mobile top up are offered. The Bank is also
considering integration with IVR platform for
merchant payments and introduction of Mobile
Wallets. As on 31-03-2010, a total number of
2,18,434 customers had registered for full
fledged MB services.

NEFT/RTGS

Substantial growth in both inward and outward
RTGS/NEFT remittances has been achieved due
to sustained efforts for migrating more Corporates
and individuals to RTGS/NEFT. The Bank has
maintained its leadership position in RTGS
(with a market share of 14.15% as on
31.03.2010) and also has a significant position
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in NEFT registering a growth of 135.71% over
the last year. Both remittance facilities are
available through internet banking and across
the counter, while NEFT has also been enabled
over Mobile Banking.

Debit Cards

Promotion Campaigns & Loyalty Rewards
Programs have significantly helped in increasing
the Debit Card usage at the Point-of-Sale terminal.
In addition to our existing SBI Shopping & ATM
Debit Card, SBI Gold International Debit Card
and SBI Yuva Card, the Bank has recently
launched Platinum International Debit Card to
cater to the needs of HNI & Affluent customers.
As on 31.03.2010, the Bank has a total of
70.96 million Debit Cards.

Prepaid Cards

The Bank offers comprehensive range of Prepaid
Cards viz. SBI Vishwa Yatra Card, eZ-Pay Card
and Gift Card to cater to the various payment
needs of its customers. Apart from promoting
financial inclusion, other benefits to Bank
include availability of float, interchange and fee
income. In our effort to maintain competitive
edge, product features of SBI Vishwa Yatra Card
have been refined.

General Insurance

As part of its strategy to enhance its value
proposition to its customers, the Bank has since
set up SBI General Insurance Company Ltd.
(SBI General) as a Subsidiary with an authorized
and paid-up capital of Rs.150 crores. While the
Bank has invested in 74% share in the equity
capital, IAG International Pty. Ltd, has invested
in the remaining 26% share.

Insurance Regulatory and Development
Authority (IRDA) issued the Certificate of
Registration (IRDA-R3) to SBI General on
December 15, 2009. Bancassurance will be one
of the major channels of distribution and the
Subsidiary would leverage the vast network of
the Bank for distribution of its products through
a Corporate Agency Agreement with the Bank.
The Company has commenced limited business

operations in March 2010. IT backed full launch
of business operations is expected later this year.

Custodial Services

The Indian financial market today is greatly
influenced by the trading activity of the Flis
as they bring in very huge volumes and volatility
into the market. The Flls are regulated by SEBI,
which makes it mandatory for them to have a
Custodian for their market operations.

The JV Company formed by the Bank with
Société Générale Securities Services (SGSS)
will offer a single point delivery of all Custodial
Services like Settlement, Safekeeping &
Corporate Action. In addition, the JV would
provide other value added services like Fund
administration, proxy voting etc. at competitive
rates. Apart from Flls, it will target Mutual
Funds, Pension Funds and Trusts, Foreign and
Domestic Venture Capital Funds, Insurance
companies, Portfolio Management companies,
Corporates, Trading members on Stock
Exchanges, HNIs, Banks and others.

The vision of the Company is to garner a
substantial market share in 3 years time by
focusing on world Class services at
competitive pricing.

The Company has since commenced business
during March 2010.

Private Equity

As part of the Bank’s overall corporate strategy
to enter into new businesses, the Bank has
identified the establishment and management of
Private Equity funds as one of the important new
initiatives. The Bank has made significant
progress in this area.

The Bank has already set up an Infrastructure
Fund in collaboration with Macquarie Group,
Australia and IFC, Washington to invest into
Indian Infrastructure sector. All necessary
regulatory approvals have been obtained. The
first closing of the international leg of the
fund was done with commitments of USD
1.037 billion (including SBI's commitment of
Rupee equivalent of USD 150 million). The
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fund raising of the Domestic Leg of the Fund
is in progress.

The Bank is in the process of signing a Joint
Venture agreement for setting up a General
Purpose Private Equity Fund with Sovereign
entities of Oman.

Merchant Acquiring Business

During the year, the Bank decided to foray into
Merchant Acquiring Business (MAB). There are
only 5 lacs Point of Sales (PoS) terminals in
India as against a merchant base of 15 million.
The Bank plans to deploy 6 lacs Point of Sales
terminals during first five years of its operations.
The deployment will be across all geographies
viz., Metro, Urban, Semi-urban and rural. The
initiative would facilitate Bank’s debit card
acceptance across the country as the facility is
presently available at Metro, Urban and tourist
centres only. It is proposed to conduct the
Merchant Acquiring Business under a separate
company with an experienced and reputed
global partner. The Bank has since finalised
VISA INC. and ELAVON as JV Partner.

. INTERNATIONAL BANKING GROUP
H.1 OPERATION OF FOREIGN OFFICES

The asset level of foreign branches (excluding
subsidiaries) rose by 29%, from USD 21.52 billion
in March 2009 to USD 27.78 billion in
March 2010. During FY 2010, net customer credit
grew by 27% from USD 17,015 million to
USD 21,561 million, customer deposits grew by
42%, from USD 6,718 million to USD 9,568 million
and net profit rose by 55%, from USD 144 million
to USD 225 million.

Overseas Expansion

The number of foreign offices increased from
92 as on 31t March 2009 to 142 as on
31t March 2010 spread across 32 countries.
The offices comprised 42 branches,
8 Representative Offices, 2 marketing offices,
2 sub offices, 2 extension counters, 82 offices
of the six foreign banking subsidiaries, an

associate (Bank of Bhutan), equity investments
in a foreign bank (Sterling Bank, Nigeria) and
2 managed exchange companies.

New Offices opened during the year are as under:

six new overseas offices at Clementi, Marine
Parade and Toa Payoh in Singapore, Kowloon
in Hong Kong, Harrow in UK and Lenasia in
South Africa,

one branch by the Bank’s wholly owned USA
subsidiary, SBI (California) Ltd., at Washington
DC and

5, 3 and 1 offices respectively by the Bank’s
other overseas subsidiaries namely Bank SBI
Indonesia, Nepal SBI Bank Ltd. and SBI
Mauritius Ltd.

The Bank increased its stake from 50% to 55%
in Nepal SBI Bank Ltd during the FY 2010,
making it the Bank’s sixth foreign banking
subsidiary.

Resource Management

Despite volatile global market conditions, the
Bank’s foreign offices maintained comfortable
liquidity position. During the year, the Bank raised,
through its foreign offices, USD 750 million for 5
years, under the Bank’s MTN programme. This
issue in October 2009 was concluded at the tightest
Asian senior debt pricing (mid swap plus 190 bps)
in the USD bond market.

NRI Business

NRI Deposits grew by Rs.1,067 crores during
the year and reached a level of Rs.50,017 crores
in March 2010. Advances to NRIs recorded a
growth of Rs.162 crores with outstandings of
Rs.1,380 crores as on 31 March 2010.

Remittances grew from Rs.27,632 crores in
FY 2009 to Rs.37,319 crores in FY 2010,
clocking a growth of 35%. The Bank had a
tie-up with 22 exchange companies for routing
remittances through SBI.

During the year, seven new NRI branches were
opened at Baroda, Ludhiana, Mangalore,
Nawashahar, New Delhi, Pune and Salt Lake
(Kolkata), taking the number of NRI branches
from 13 to 20.
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International toll free numbers were
operationalised in 17 countries for improved
customer care.

H.2 DOMESTIC OPERATIONS

Merchant Banking

The Bank retained the leadership as Mandated
Lead Arranger and Book Runner for syndicated
loans in Asia Pacific (excluding Japan but
including Australia) in 2009. Twelve syndication
deals aggregating USD 10,845 million and 16
bilateral deals aggregating USD 736 million were
concluded in 2009-10. Seven merger and
acquisition deals aggregating USD 7,430 million
with Bank’s participation level of USD 745 million
fructified during the year.

Global Link Services (GLS)

GLS, a specialized outfit, caters to speedier
processing of transactions. In the year 2009-10,
GLS on behalf of domestic branches, handled
1,30,059 export bills and 1,52,951 foreign
currency cheque collections aggregating
USD 14.09 billion. In addition, it handled
29,24,468 inward remittance transactions
amounting to USD 2.94 billion from various
centres in the Middle East, UK and USA.

Correspondent Relations

The Bank has entered into correspondent
banking arrangement with 502 reputed
international banks to extend seamless services
to varied clients. These correspondent Banks
are located in 124 countries. The Bank also has
2,051 Relationship Management Application
(RMA) arrangements for SWIFT, facilitating
speedier flow of financial messages.

Country Risk and Bank Exposures

The Bank has in place Country Risk Management
Policies in tune with RBI guidelines. These
policies outline a robust risk management model
with prescriptions for Country, Bank, Product
and Counterparty exposure limits. Both Country-
wise and Bank-wise exposure limits are
monitored and reviewed on a regular basis. The

exposure ceilings and classifications are
moderated in line with the dynamics of their
risk profiles. Periodical corrective steps are
initiated to safeguard the Bank’s interests.

ASSOCIATES AND SUBSIDIARIES

The State Bank Group with a network of 17,337
branches including 4,841 branches of its six
Associate Banks dominates the banking industry
in India. In addition to banking, the Group,
through its various subsidiaries, provides a
whole range of financial services, which include
Life Insurance, Merchant Banking, Mutual
Funds, Credit Card, Factoring, Security trading,
Pension Fund Management and Primary
Dealership in the Money Market.

Associate Banks

SBI's six Associate Banks had a market share
of 6.63% in deposits and 6.88% in advances
as on last Friday of March 2010.

Table : 8 Performance Highlights of
Associate Banks (ABs)

(Amounts in Rs. crores)

As on As on| Change
31.03.2009| 31.03.2010 (%)
Total Assets 3,12,943| 3,569,010 14.72
Agg. Deposits 2,64,779| 3,02,835| 14.37
Total Advances 1,98,583| 2,28,605| 15.12
Operating Profit 5,495.05| 6,598.72| 20.08
Net Profit 2,774.47| 3,266.57| 17.74
Credit Deposit 75.00% 75.49% 0.49
Ratio
Capital Adequacy 12.96% 13.66% 0.70
Ratio
Gross NPA 2,699.91| 3,997.57| 48.06
Net NPA 1,191.26| 1,961.09| 64.62
Return on Equity 19.83% 18.73%| -1.10

1.3

SBlI Commercial & International Bank Ltd.

(SBICI)

As at the end of March 2010, the aggregate
deposits and total advances of SBICI stood
at Rs.491.52 crores and Rs.207.98 crores
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respectively. The Bank recorded an
operating and net profit of Rs.3.34 crores and
Rs.3.14 crores respectively. The net NPAs as at
the end of March 2010 was NIL.

SBI Capital Markets Limited (SBICAP)

On 29.03.2010, SBICAP has become a wholly
owned subsidiary of SBI by buying out the
entire shareholding (13.84%) of Asian
Development Bank in SBICAPS.

SBICAP is a full service investment banking
outfit offering Project Advisory Services,
arrangement of Structured Finance, Capital
Market Services like Equity Issuances, Mergers
& Acquisitions and arrangement of Private Equity
etc. The Company, during the year, has further
consolidated its dominant position as arrangers
of debt for the corporate sector both in the
infrastructure as well as non-infrastructure sectors.

The following achievements are some of the
recognitions won by the Company during
the year:

IFR Asia has awarded the company as India
Loan House of the year.

The Company has been conferred with “Bank
of the year” in Asia Pacific by Thompson
Reuters (PFI) for Leadership in Project Finance.

Power Deal of the Year (Sasan), Road Deal of
the Year (Yamuna Expressway) and Telecom
Deal of the Year (Aircel) by Euromoney.

Oil & Gas Deal of the Year (Cairn India) by
Thomson Reuters (PFI).

Ranked No. 1 in:

i. Mandated Lead Arranger — Global PF Loans
with 14.3% Market Share.

Financial Advisor- Global PF Loans

with17.3% Market Share.
iii. Loans Mandated Arranger Asia ex-Japan
with 17.5% Market Share.

iv. Loans Book Runner — Asia ex-Japan with
16.8% Market Share.
The company has posted a PAT of

Rs.150.10 crores as on 31 March 2010 as
against Rs.92.08 crores (excluding extraordinary
income of Rs.74.98 crores) as on 31.03.2009,
registering YoY growth of 63.01%.

Declared an interim dividend of 140%.

SBICAP Securities Limited (SSL)

SSL, which commenced its operations in June
2006, is a broking company offering equity
broking services to retail and institutional clients
both in cash as well as in Futures and Options
segments. It is also engaged in Sales & Distribution
of other financial products like Mutual Funds
etc. The Company has launched e-broking
services to the clients of SBI and Associate
Banks. SSL has 70 branches and 17 franchisees
and offers Demat, e-broking, e-IPO and e-MF

Table : 9 Performance Highlights of the Associate Banks as at March 2010

(Rs. in crores)

Name of the Bank SBI's share in Deposits Advances Operating Net Profit
the capital (%) Profit
State Bank of
Bikaner & Jaipur 75 45,509 35,563 903.73 455.16
Hyderabad 100 75,260 53,344 1,720.79 822.71
Indore 98.05 30,045 23,943 673.23 307.77
Mysore 92.33 38,437 29,874 937.40 445.77
Patiala 100 64,093 46,990 1,307.71 550.89
Travancore 75 49,491 38,891 1,055.86 684.27
All 6 Banks 3,02,835 2,28,605 6,598.72 3,266.57
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services to both retail and institutional clients.
SSL currently has more than 1,10,000 customers
in their books, which include more than 86,000
e-broking clients. The Company has posted a
profit of Rs.8.11 crores as on 31.03.2010 as
against a loss of Rs.1.32 crores as on 31.03.2009.

SBICAPS Ventures Limited (SVL)

SBICAPS Ventures Limited (SVL), a USD 100
million Venture Capital Fund, jointly held with
SBI Holdings Inc. (Softbank), Japan. The Fund
has invested USD 8 million in two companies
and a number of investment proposals are being
examined. The scope of the fund covers all
sectors except real estate and financial services.
The Company has posted a profit of
Rs.1.00 crore as against a loss of Rs.0.07 crore
as on 31.03.2009.

SBICAP (UK) Ltd.

SBICAP (UK) Ltd., a three year old Company,
has booked revenue of Rs.4.40 crores up to
March 2010 as against Rs.2.14 crores as on
March 2009. The company has posted a net
profit of Rs.1.92 crores as on March 2010, as
against Rs.0.44 crore in the corresponding
period last year due to diversification of
income streams.

SBICAP TRUSTEE Co Ltd (STCL)

SBICAP TRUSTEE Co Ltd (STCL) has
commenced security trustee business with effect
from 1%t August 2008. The Company’s gross
income for the year ended 31.03.2010 is
Rs.3.78 crores and net profit is Rs.1.94 crores.

SBI DFHI LTD

SBI group holds 67.01% share in the Company,
which is a primary dealer.

For the period ended 31 March 2010, the
Company’s PAT was Rs.89.23 crores as against
Rs.66.94 crores as on March 2009 with YoY
growth of 33%.

Increased market share in the Primary Dealer
Segment from 14.24% to 17.08%.

The Company is rated No.1 in the league of
Primary Dealers in India.

.10 SBI Cards & Payments Services Pvt. Ltd.
(SBICSPL)

SBI Cards, the only stand-alone credit card
issuing company in India, is a joint venture
between State Bank of India and GE Capital
Services, wherein SBI holds 60% stake.

The *“Cards in Force” (CIF) of the Company
stands at 26.62 lacs and the receivables are at
Rs.1,765 crores at the end of March 2010.

The Company has posted a Loss before Tax of
Rs.153.54 crores as on March 2010 as against
a Loss before Tax of Rs.185.12 crores as on
31.03.20009.

SBI Cards has emerged as the most trusted
brand by being the undisputed Gold Award
winner in Reader’s Digest Trusted Brands Survey
2009 in Credit Card category.

Launched “mShop” a unique mobile application
that will allow the Cardholders to make purchase
on their mobile.

I.11. SBI Life Insurance Company Limited (SBILIFE)

SBI Life has a unique multi-distribution
model comprising Bancassurance, Retail
Agency & Institutional Alliances and Group
Corporate Channels for distribution of
insurance products.

Ranked 1%t worldwide in terms of number of
Million Dollar Round Table (MDRT) members.

CARE has assigned iAAA rating to the company
for consecutive 3 years in a row.

Company tops the list of private sector insurance
companies, improving its position from 2" rank
in terms of New Business Premium, as per
IRDA rankings.

Gross Premium of the Company has crossed the
milestone of Rs.10,000 crores to Rs.10,104 crores
as on 31.03.2010 registering a YoY growth of 40%.

The market share of SBI Life in the total
industry improved to 6.44% as against 6% in
March 2009 and to 18.34% amongst private
insurers from 16% as at March 2009.

Recorded a PAT of Rs.276 crores as on 31.03.2010
as against a loss of Rs.26 crores as on 31.03.2009.
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The ‘Assets Under Management’ of SBI Life
recorded a growth of 96% YoY to reach
Rs.28,551 crores.

Number of new Individual policies written
during 2009-10 is 13.53 lacs as against 9.37 lacs
during the same period last year.

1.12. SBI Funds Management (P) Ltd. (SBIFMPL)

SBIFMPL, the Mutual Fund arm of SBI, is the
7™ largest Fund House in terms of “Assets
Under Management” and a leading player in
the market with 5.9 million investors.

The schemes of the Fund House have performed
consistently over the years and have emerged
as the preferred investment for investors.

The company has posted a PAT of
Rs.75.87 crores as on 31.03.2010 registering
YoY growth of 10%.

The average “Assets Under Management” (AUM)
of the company as at March 2010 stood at
Rs.37,417 crores (market share 5.019%).

1.13 SBI Global Factors Ltd (SGFL)

The merger of SBI Factors & Commercial Services
Private Ltd. with Global Trade Finance Ltd. has
been completed on 11" February 2010 after
obtaining necessary legal and regulatory
approvals.

The merged entity is now called as “SBI Global
Factors Ltd.”

The merger of two subsidiaries was effected to
improve the market share in domestic and
international factoring business as also to have
synergy in operations and optimising efficiency.

SGFL commands 80% plus market share in this
niche segment of factoring.

The recession in the economy has severely
impacted MSMEs and exports leading to sharp
rise in delinquencies in the factoring portfolio
of SGFL.

During the year ended 31t March 2010, the
turnover of the company was Rs.12,978 crores.

The company earned a PAT of Rs.6.58 crores
as on March 2010.

.14 SBI Pension Funds Pvt. Ltd. (SBIPF)

SBIPF is one of the three Fund Managers
appointed by Pension Fund Regulatory &
Development Authority (PFRDA) for
management of Pension Funds under the New
Pension System for Central Government (except
Armed Forces) and State Government
Employees. SBIPF, a wholly owned subsidiary
of the State Bank Group, commenced its
operations from April 2008. SBIPF has got the
mandate to manage 54% of the total corpus
of pension funds received under the New
Pension System.

The total “Assets Under Management’ of the
company as on 31t March 2010 was
Rs.2,277.50 crores (YoY growth of 94.12%).

The Company recorded a net profit of Rs.2.85 lacs.

During the financial year, the company has
been leading consistently in the Govt. Pension
Scheme and State Govt. Scheme and has been
in 1t or 2" position in a few other schemes.

Important Developments during the year in
Associates & Subsidiaries:

Government of India has given in-principle
approval to the Bank for acquiring State Bank
of Indore, one of its Associate Banks and the
proposal is awaiting final approval from RBI
and Gol.

The Bank has also decided to merge SBICI
Bank, a wholly owned domestic banking
subsidiary, with itself to bring about further
synergy and efficiency. Necessary approval is
awaited from the Government of India.

The Bank has merged SBI Factors & Commercial
Services Pvt. Ltd with Global Trade Finance
Ltd., and the merged entity is now known as
“SBI Global Factors Ltd.”

Credit Agricole S.A. (CA) and Societe Generale
(SG) have combined their asset management
operations and renamed it as Amundi, which
is set to combine the entirety of CAAM group,
the asset management arm of CA and the
European and Asian activities of SG’s asset
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management business, SGAM, as well as 20%
of TCW, its asset management subsidiary in the
USA. The combined entity will be the
4" largest asset manager in Europe and the
9" globally. As part of this, the shares of SBIFMPL
held by SGAM will be transferred to Amundi.
An application has been made with SEBI for
necessary approval, which is awaited.

ASSET QUALITY
NPA Management

The position of NPA reduction as on 31.03.2010
is given hereunder:

Table : 10 Asset Quality (Rs. in crores)

1 | Gross NPAs 19,535
Gross NPA Percentage 3.05%

2 | Net NPAs 10,870
Net NPA Percentage 1.72%
Cash Recovery in NPA 2,059
Up-gradation to Standard 3,972
Assets
Write offs 1,991
Gross reduction in 8,022
NPAs (3+4+5)

7 | Fresh slippages of Standard 11,843
Assets to NPA category

8 | Recovery in written off 990
accounts

Restructuring of impaired Standard Assets as
well as viable non-performing assets, both under
CDR mechanism as well as under the Bank’s
own scheme, have been given top priority for
arresting new additions and reducing the existing
level of NPAs.

Proactive steps have also been taken for
prevention of NPAs.

The Bank referred 8 cases with aggregate
exposure of Rs.2,995 crores to CDR mechanism
this year out of a total of 31 cases with
aggregate exposure of Rs.20,154 crores referred
to CDR by the Whole Banking system. Thus,
our share in the debt in the cases referred was

14.86% by value. In all cases, timely intervention
enabled the accounts to retain their standard
asset status.

3 Financial Assets involving principal
outstanding of Rs.23.84 crores have been sold
to other banks/ARCs during the year.

INFORMATION TECHNOLOGY

i) Networking: The Bank has implemented a
secure, robust and scalable WAN architecture
connecting 18,189 Branches/Offices and 21,485
ATMs of State Bank Group through leased lines,
VSATs and CDMA technology, supporting all
critical business applications.

ii) Core Banking: The Bank’s CBS
implementation is among the world’s largest.
Several technical enhancements, such as multi-
streaming of key batch programs have
facilitated elongation of the business
operations window. Many important
functionalities, such as, Defence Salary
Package, ASBA, Universal Passbook etc., have
been successfully introduced in the application
to meet specific requirements of Govt.,
Corporate and individual customers.

iii) ATM: With 21,485 ATMs, the network of
State Bank Group ATM is among the largest
in the world, offering several value-added
services such as Utility Bill Payment, Temple/
Trust Donations, Card to Card Transfer etc. A
loyalty Rewards program, the first of its kind,
was launched to encourage the usage of Debit
Cards at PoS terminals. A key initiative is the
planned launch of low cost rural ATMs, of
which 300 will be powered by solar energy.
Rolling-out of multifunctional kiosks has been
initiated for offering facilities like non-cash
ATM transactions, Internet Banking
transaction, passbook printing etc., through
these kiosks.

iv) Internet Banking: The Bank’s Internet
Banking product has been rated very high for
its customer friendly user interface and the
range of products and services offered to
retail and corporate customers. Some of the
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new features enabled during the year include,
online payment of commercial taxes in 15
States, ASBA, NRI eZ-trade, Pension Slip,
SMS alerts for on-line transactions, virtual
keyboard, VISA money transfer, UPSC/SSC
recruitment application fee payment, e-TDR/
STDR etc. A Loyalty Rewards program for
retail internet customers was also launched
during the year.

v) Payment Systems Group: The year has
witnessed a sharp increase in volume of RTGS
and NEFT transactions. A Payment Tracking
System has been implemented through SMS
on mobile as also through the Contact Centre
to enable customers know the status of their
RTGS/NEFT remittance. A second Contact
Centre on Customer Voice Portal was set up
at Vadodara during the year. A complaint
Management System has been implemented at
Contact Centre wherein the cash related ATM
complaints from the customers are resolved.
Keeping in view the requirement of senior
citizens, a Pension Management System was
introduced at Contact Centre enabling the
pensioners to make enquiry on their pension
details through Contact Centre.

vi) Mobile Banking: A host of Mobile Banking
services, such as funds transfers, enquiries,
cheque book requests, bill payments, Mobile
Top-up, recharging of DTH services, Demat
account enquiry are currently being offered.

vii) Enterprise Data Warehouse: The Enterprise
Data Warehouse Project (EDWP) was launched
during the year. While a few business critical
reports are already being provided by EDWP,
the end users will have access to all regular
and ad hoc reports required for operational and
decision making requirements through a web
portal in a phased manner.

viii) Information Security: The Bank has
implemented a robust IT Policy and Information
System Security Policy which is in line with
international best practices. These policies are
reviewed periodically and suitably strengthened
in order to address emerging threats. Regular

Security Drills and Employee Awareness
programs are conducted to ensure security and
increase awareness among staff.

ix) Foreign Offices: All the application/database
instances of our 125 foreign offices in 23
countries are now centrally located at the
Bank’s Data Centre at Belapur, with the Disaster
Recovery Site located at Chennai. Internet
banking has been extended to 119 foreign
offices. 75 ATMs of foreign centres are connected
to our ATM Switch.

X) Regional Rural Bank (RRB)
Computerisation: In pursuance to RBI
guidelines, a Project was initiated to bring the
RRBs on to CBS platform using “B@ncs24”
application software through the ASP model.
As on 31.03.2010, all branches of six RRBs
sponsored by State Bank Group have been
migrated to CBS. RRB computerization on Core
Banking platform will be completed during the
financial year 2010-11.

xi) State Bank Institute of Information and
Communication Management (SBIICM): The
institute has introduced a variety of training
programmes in tune with the Bank’s
requirements. SBIICM has conducted 265
programmes covering 6,885 officials with a
capacity utilisation of 103.92% during the
financial year 2009-10.

xii) Awards & Accolades: During the year, the
Bank has won the following awards in the
IT area:

e Nasscom CNBC IT User Award 2009 for
the proactive and holistic approach to IT
adoption and the seamless alignment of IT
with business strategy.

= Financial Innovator Award for Central Plan
Scheme Monitoring for harnessing the
flexibility, scalability and reliability of
technology to remove obstacles to progress
and create new opportunities.

e |IBA, Finacle & TFCI Banking Technology
Awards 2009: “Technology Bank of the
Year” Award.
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Inspection and T
Management Audit

Miscellaneous Operations

L | Risk Management & Internal Controls

M | Customer Service & Corporate Social

Responsibility

Corporate Communication & Change

Organisational Planning

Right to Information Act.

Human Resources Department

Business Process Re-engineering

Official Language

Banking Operation Department

Super Circle of Excellence

<|C|dA|» |0 |O |0 |0 |2

Credit Policy and Procedures
Department

RISK MANAGEMENT & INTERNAL CONTROLS
Risk Management in SBI
Risk Management Structure

An independent Risk Governance Structure is
in place for Integrated Risk Management
covering Credit, Market, Operational and Group
Risks. This framework visualises empowerment
of Business Units at the operating level, with
technology being the key driver, enabling
identification and management of risk at the
place of origination.

The Risk Governance Structure in place in the
Bank is as under:

BOARD OF DIRECTORS |

Risk Management Committees |

RISK MANAGEMENT COMMITTEE | CREDIT RSN AN AGENENT
OF THE BOARD C COMMITTEE

MD & CCRO

CGM (RM)

OPERATIONAL RISK

MANAGEMENT COMMITTEE
MARKET RISK
MANAGEMENT COMMITTEE
GROUP RISK
MANAGEMENT COMMITTEE

GM (Credit Risk)

DGM (Market Risk)

I
| |DGM(OpermioualRlsk]|| DGM (Group Risk) |
I

Operational Risk

Credit Risk Market Risk
N Te \ Team

1t Team 1t Team

Group Risk
Mar Te

‘eam

L.2

The Risk Management Committee of the Board
(RMCB) has the overall responsibility to monitor
and manage Enterprise Wide Risk. RMCB is
supported by the Credit Risk Management
Committee(CRMC), Market Risk Management
Committee(MRMC), Operational Risk
Management Committee (ORMC), Group Risk
Management Committee (GRMC) and Asset
Liability Management Committee (ALCO).

All the above mentioned Committees, except
ALCO, are headed by the Managing Director
& Chief Credit and Risk Officer who is also
the Chairman of RMCB. ALCO is headed by
the Deputy Managing Director & Chief
Financial Officer.

Risk Management is perceived as an enabler
for business growth and in strategic business
planning, by aligning business strategy to the
underlying risks. This is achieved by
constantly reassessing the interdependencies
/ interfaces amongst each silo of Risk and
business functions.

Basel Il Implementation

As per RBI Guidelines, the Bank has migrated
to Basel Il Framework as on 31t March 2008.
Simultaneously, the Bank has initiated the
process of fine tuning the systems & procedures,
IT capabilities and Risk Governance Structure
to meet the requirements of the Advanced
Approaches.

Various initiatives such as new Credit Risk
Assessment Models, independent validation of
Internal Ratings and improvement in Loan
Data Quality would facilitate efficient use of
Capital as well as smooth transition to
Advanced Approaches.

Efforts are on hand to enhance the degree of
awareness at the Operating level in
alignment with better risk management
practices, Basel Il requirements and
overarching aim of conservation and optimum
use of capital.

Keeping in view the changes that the Bank’s
portfolios may undergo in stressed situations,
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the Bank has in place a Policy which provides
a framework for conducting the Stress Tests at
periodic intervals and initiating remedial
measures wherever warranted. The scope of
the tests are constantly reviewed to include
more stringent scenarios.

L.3 Credit Risk Management

Credit Risk Management Process encompasses
Identification, Assessment, Measurement,
Monitoring and Control of the Credit Exposures.
Well defined basic risk measures such as CRA
Models, Industry Exposure Norms, Counterparty
Exposure Limits, Substantial Exposure Limits,
etc., have been put in place.

Frequency of Stress Tests in respect of Credit
Risk has been increased from Annual to Half-
yearly, to identify Credit Risk at an early stage
and to initiate appropriate measures to contain/
mitigate Credit Risk.

L.4 Market Risk Management

Market Risk Management is governed by the
Board approved policies for Investment, Private
Equity & Venture Capital, Trading in Bonds,
Equities, Foreign Exchange and Derivatives.

Exposure, Stop Loss, Modified Duration, PV01
(PV is Price value of 1 basis point) and Value
at Risk (VaR) limits have been prescribed.
These limits, along with other Management
Action Triggers are tracked daily and necessary
action initiated as required to keep Market
Risk within approved limits.

L.5 Operational Risk Management

The Bank manages operational risks by having
in place and maintaining a comprehensive
system of internal controls and policies.

The main objectives of the Bank’s Operational
Risk Management are to continuously review
systems and control mechanisms, create
awareness of operational risk throughout the
Bank, assign risk ownership, alignment of risk
management activities with business strategy

and ensuring compliance with
requirements.

regulatory

The Operational Risk Management Policy of the
Bank establishes a consistent framework for
systematic and proactive identification,
assessment, measurement, monitoring and
mitigation of operational risk. The Policy applies
to all business and functional areas within the
Bank, and is supplemented by operational
systems, procedures and guidelines which are
periodically updated.

L.6 Group Risk Management

The State Bank Group is recognised as a major
Financial Conglomerate and as a systemically
important financial intermediary with significant
presence in various financial markets.

Accordingly, it is imperative, both from the
regulatory point of view as well as from the
Group’s own internal control and risk
management point of view, to oversee the
functioning of individual entities in the Group
and periodically assess the overall level of risk
in the Group so as to facilitate optimal utilisation
of capital resources and adoption of a uniform
set of risk practices across the Group Entities.

The Group Risk Management Policy applies to
all Associate Banks, Banking and Non-banking
Subsidiaries and Joint Ventures of the State
Bank Group under the jurisdiction of specified
regulators and complying with the relevant
Accounting Standards, where the SBI has
investment in equity shares of 30% and more
with control over management.

With a view to enabling the Group Entities to
assess their material risks and adequacy of the
risk management processes and capital, all Group
members, including Non-banking Subsidiaries
are encouraged to align their policies and
practices with the Group, vide Basel prescriptions
and international best practices.

L.7 Asset Liability Management

The Asset Liability Management Committee
(ALCO) of the Bank is entrusted with the
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L.8
L.8.1

L.8.2

evolvement of appropriate systems and
procedures in order to identify and analyse
balance sheet risks and setting of bench
mark parameters for efficient management
of these risks.

ALM Department, being the support group
to ALCO, monitors the Bank’s market risk
such as liquidity risk, interest rate risk etc.,
by analysing various ALM reports / returns.
The ALM department reviews the ALM
Policy and complies with the Bank’s / RBI’s
policy guidelines on an ongoing basis.

The Market Related Fund Transfer Pricing
Mechanism has been implemented for
evaluating the business performance of the
branches of the Bank.

Internal Controls

The Bank has in-built internal control systems
with well-defined responsibilities at each level.
The Bank carries out mainly two streams of
audits — Inspection and Audit, and Management
Audit covering different facets of Internal
Audit requirement. Apart from these, Credit
Audit is conducted for units with large credit
limits and Concurrent Audit is carried out at
branches having large deposits, advances and
other risk exposures and selected BPR Outfits.
Expenditure Audit, involving scrutiny of
accounts and correctness of expenditure
incurred, is conducted at Corporate Centre
Establishments, Local Head Offices, Zonal
Offices, On Locale Regional Offices, Regional
Business Offices, Lead Bank Offices etc. To
verify the level of rectification of irregularities
by branches, audit of compliance at select
branches is also undertaken. The Department
is headed by Dy. Managing Director (I&MA),
who is functionally independent and reports
to Audit Committee of the Board (ACB).

Risk Focussed Internal Audit

The Inspection system plays an important
and critical role in introducing
international best practices in the internal
audit function which is regarded as a
critical component of Corporate
Governance. Inspection & Audit undertakes
a critical review of the entire working of

L.8.3

L.8.4

L.8.5

auditee units. Risk Focussed Internal
Audit, an adjunct to risk based supervision
as per RBI directives, has been introduced
in the Bank’s audit system.

Inspection & Audit of branches

All domestic branches have been segregated
into 3 groups on the basis of business
profile and risk exposures. While audit of
Group | branches and credit oriented BPR
entities (excepting SARC) is administered
by Central Audit Unit (CAU) at Inspection
Audit Department and headed by General
Manager (CAU), audit of branches in Group
Il & Group Ill category and other BPR
entities are conducted by ten Zonal
Inspection Offices, located at various
Centres, each of which is headed by a
General Manager (I&A). The audit of
branches and BPR entities is conducted as
per the periodicity approved by Audit
Committee of the Board (ACB) which is
well within RBI norms. During the period
from 01.04.2009 to 31.03.2010, 7,217
domestic branches (Group I: 138, Group II:
1,577 & Group llI: 5502) were audited.

Audit of BPR entities

In the wake of introducing various BPR
initiatives, audit process for the BPR entities
has been developed and introduced. Taking
into account the processes involved in each
of the entities, exclusive Audit Report
Formats, with appropriate audit queries,
have been introduced. These entities are
being evaluated on risk parameters only for
a score of 1000. During the period from
01.04.2009 to 31.03.2010, 237 BPR entities
(Group I: 115 & Group IlI: 122) were audited.

Cluster Audit

A number of new centres have been brought
under the gamut of BPR and several branches
are in the process of being linked with BPR
entities. To be able to identify and mitigate
the risk at such branches, where the process
is still underway, the department has
introduced an initiative called “Cluster
Audit”, wherein a simultaneous audit of BPR
entities and branches in a particular centre
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L.8.6

L.8.7

is taken up. A successful pilot run was taken
up at Ernakulam (37 branches), Hyderabad
(114 branches) and MCRO, Mumbai (8
branches), Chennai (98 branches) and Delhi
(160 branches) centers. This brought to light
the audit health of the centre.

Management Audit

With the introduction of Risk Focussed
Internal Audit, Management Audit has
been reoriented to focus on the
effectiveness of risk management in the
processes and the procedures followed in
the Bank. Management Audit universe
comprises the Corporate Centre
Establishments; Circles / Zonal Offices /
On Locale Regional offices / Regional
Business Offices; Associate Banks;
Subsidiaries (Domestic / Foreign); Joint
Ventures (Domestic / Foreign), Regional
Rural Banks sponsored by the Bank (RRBS);
Representative Offices abroad and
Exchange companies managed by State
Bank of India etc. During the period from
01.04.2009 to 31.03.2010, Management
Audit of 19 domestic offices /
establishments was carried out.

Credit Audit

Credit Audit aims at achieving continuous
improvement in the quality of Commercial
Credit portfolio of the Bank through critically
examining individual large commercial loans
with exposures of Rs.5 crores and above.
Credit Audit System (CAS), which has been
aligned with Risk Focussed Internal Audit,
assesses whether the Bank’s laid down
policies in the area of credit appraisal,
sanction of loans and credit administration
are meticulously complied with. CAS also
provides feedback to the business unit by
way of warning signals about the quality of
advance portfolio in the unit and suggests
remedial measures. It also comments on the
risk rating awarded and whether it is in
order. Credit Audit carries out a review of
all individual advances above the cut off
within 6 months of sanction / enhancement
/ renewal and a post sanction audit once

L.8.8

L.8.9

L.8.10

in 12 months. During the period 01.04.2009
to 31.03.2010, on-site Credit Audit was
conducted in 426 Branches, covering 4,727
accounts with aggregate exposures of
Rs.4,17,298 crores. Off-site Credit Audit
was conducted in all Circles (including
MCROs / CAG functioning in the
geographical area of the respective Circles)
during the same period, covering 3,533
accounts (domestic) with aggregate exposure
of Rs.1,94,004 crores and 161 accounts
(foreign) with aggregate exposure of USD
4,363 million at IBG, CC, Mumbai.

Information System Audit

Since April 2006, all the Branches are being
subjected to Information Systems (IS) audit
to assess the IT related risks as part of audit
of the branch. A ‘Handbook on Self Audit
of Information Systems’ was introduced to
facilitate branches for evaluating the
efficiency level of IT systems. IS Audit of
centralized |IT establishments has
commenced in January 2007. During the
period from 01.04.2009 to 31.03.2010, IS
Audit of 25 centralised IT establishments /
process audit was completed.

Foreign Offices Audit

Home Office Audit was carried out at 23
branches during 2009-10, which included
Inspection and Audit of 18 branches,
Management Audit of 2 Representative offices,
2 Subsidiaries and 1 Joint Venture Commercial
Bank of India LLC. All branches inspected
during the year were rated A+/A on a scale
of A+ to B-.

OFF-Site Audit

In order to make the audit system more
‘process oriented’ than ‘transaction oriented’
and draw heavily on technology, the Bank
has been experimenting with Off-site Audit,
which will be an aid to the Risk Focussed
Internal Audit currently being conducted at
all branches. Several reports are generated
off-site and the critical areas identified
before the inspection team visits the branch.
This results in focus on the critical areas,
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L.8.11

L.9

minimum disturbance to the branch
customers / staff and saving of precious
man days, as the audit would be conducted
in the least possible time.

Concurrent Audit System: Concurrent Audit
system is essentially a control process integral
to the establishment of sound internal
accounting functions effective controls and
overseeing of operations. It works as a tool for
the Controllers of operations for scrutiny of
day-to-day operations. Concurrent Audit System
is reviewed on an on-going basis as per the
RBI directives so as to cover 30-40% of the
Bank’s Deposits and 60-70% of the Bank’s
Advances and other risk exposures. Inspection
& Audit department prescribes the processes,
guidelines and formats for the conduct of
concurrent audit at branches and BPR entities.
As on 31.03.2010, the system covered 34.77%
of deposits and 63.93% of advances and other
risk exposures of the Bank.

Vigilance: The raison d’étre of vigilance
activity in the Bank is not to reduce but
enhance the level of managerial efficiency
and effectiveness in the organization. Risk
taking is integral part of the banking business.
Therefore, every loss does not necessarily
become subject matter of vigilance enquiry.
Motivated or reckless decisions that cause
damage to the Bank are essentially dealt as
vigilance ones. The Vigilance Department in
the Bank works on these principles. Apart
from investigation and punitive aspects,
Vigilance Department is actively involved in
the preventive measures.

Considering the size of our Organization,
we have set up vigilance departments at
each of the Circle. The Vigilance Department
at Circles are headed by Deputy General
Managers. At Corporate Centre, Vigilance
set up is headed by Chief Vigilance Officer
of the rank of Chief General Manager. The
department reports to the Chairman directly
and conducts its affairs independently. CVC
guidelines are followed in letter and spirit
in its functioning.

M.1.

CUSTOMER SERVICE & CORPORATE
SOCIAL RESPONSIBILITY

CUSTOMER SERVICE

As an ongoing transformational exercise,
the Bank has undertaken a new HR initiative
called ‘Citizen SBI’. Rolled out on 1%
September 2009, covering more than two
lac employees of the Bank, Intervention-I of
this unique self discovery programme aims
at rapid diffusion of ‘Citizenship Ideal’
among the staff members across the Bank.
Staff members already familiar with the
Citizenship Ideal will take the initiative
forward by developing and practicing the
art of fulfilling customer needs through the
second intervention of the programme called
‘Customer Fulfilment Programme’.

To focus on market, a third intervention
called ‘Market Engagement programme’ will
be rolled out for Regional Managers involving
Branch Managers and General Managers. The
objective of this Intervention is to build a
‘Market Engagement Framework’ by the
Regional Managers for the individual
communities or a collection of individuals in
his/her Region to establish leadership in the
market. In order to engage Senior Management
closely with the Citizenship Ideal in the
ongoing Transformation journey, a “Citizenship
Enablement Visioning Programme” under
Intervention-1V will be launched.

The Grievance Redressal Policy of the Bank
is formulated on the basis of the Model
Policy Framed by Indian Banks Association
and complying with the provisions of the
revised Code of Commitment to customers
released by Banking Codes and Standards
Board of India in August 2009. Branches are
required to redress customer grievances
within three weeks of receipt against the
time line of 30 days prescribed in the Code.

An analysis of Customer Grievances is being
monitored by the Central Board every quarter
and remedial measures taken to identify the
systemic issues that need rectification.

A Contact Centre has been established with
toll free number for providing information
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M.2.

on products and account enquiries to
customers on 24x7 basis.

The Contact Centre initiative has stabilised well
in the year 2009-10 and nearly
80 thousand customers are availing the facilities
daily. A second Contact Centre was added in
August 2009. The Contact Centre is undertaking
following services for customers :-

= Information on Account Balances and
transactions details, along with the
product enquiries.

e Complaints for discrepant ATM cash
transactions through a Complaint
Management System.

= Pension detail for pensioners through
Pension MGT Software.

< Transactional facilities e.g. Cheque
issues etc.

CORPORATE SOCIAL RESPONSIBILITY

Corporate Social Responsibility has been a
part of the State Bank of India since 1973
under the name of Community Service
Banking covering various social,
environmental and welfare activities.

The stated Corporate philosophy is as follows —

The Bank is a corporate citizen, with
resources at its command and benefits which
it derives from operating in the society in
general. It, therefore, owes a solemn duty
to the less fortunate and underprivileged
members of the same society.

Staff members are expected to make their
contribution by understanding the
aspirations of the public around them and
by endeavouring to evolve measures to
remove the apolitically indisputable social
and developmental lacunae.

During the financial year 2009-10, the Bank
implemented 136 projects with donations
aggregating Rs.19.72 crores. Numerous
welfare and social activities were
implemented both in Banking and Non-
Banking areas with the basic aim of raising
the quality of life in the community, especially

in and around the area of operation of the
branches. Particular attention was given to
ameliorating the condition of the downtrodden
and underprivileged common man.

Currently, the focus areas under Community
Service Banking are

= Health

e Education

e Adoption of Girl Child
< Women’s empowerment
e Child development

< Welfare and rehabilitation of poor and
handicapped

= Assistance to poor and underprivileged
< Entrepreneur development programmes
= Vocational guidance

e Thrust for assistance to IT education in
Rural/Tribal/unreached areas

< Environment Protection

e Assistance during natural calamities.

Projects during FY 2009-10

Community Service Banking

a. 114 projects were assisted with Rs.6.93
crores covering the areas of Health,
Education, Assistance for Handicapped,
Sports, Environment and Assistance to
tribals & other underprivileged members
of the society.

b. Natural Calamities: 6 Projects amounting
to Rs.5.22 crores were undertaken for
providing relief and rehabilitation to
victims of Natural Calamities. Of this
Rs.5.15 crores was donated to the Chief
Minister’s Relief Funds of 4 States.

c. Adoption of Girl Child: Society’s
preference for the boy child resulted in
a large number of instances when the
girl child was deprived of familial
attention, education, affection, healthcare,
in extreme cases, even food etc. This saw
a high incidence of female infanticide or
ill-treatment of girl children.

83

C83 K83

&



TS & HA & Ui T gEEEd 2ed
AR 6T 14 % I 37 archt TEft anferepai
& e o &1 fAolg e & S e, e,
TS ®9 9 fasai, e a4

T 2008 H 8,338 afcrehisil & ME o & GiY
THE YEAC FH TG TH A F a1
T 19,534 aifeeieti & Mma foram <1 956 21
7 ooft 3 W F 6,658 Tpalt ¥ T2 W E 3R
5= 5,726 @ g M foren A @1 fawia
a5 2009-10 & <N %.4.84 FAZ F Tl
e H TR |

facfte we@ar & reEr, 6 & AT-37e
FHHaRE/FHHaRal @ uferdi/afoe a1 Toeteng
AT FHed P TSR TR U AT & Aferhred
H e faar T g S 3 At @ e
T, @Y H 97 3% WS 24 & WY q1g
U Artesis & e off At @ § =
FE/THAISE ASIS Shod & Fe&aTy Tt
@ HiSTEA B THIA N AfAH A1 7T THR
& THYH I F W W I e B,
Jug-g99 W I8 kel # o off S F)
et & 10 e gudh oft W@ S @ 3
et Ft AR T W) e el Sl 2
FETIH &4 T T R GuR & 379 off g
s gl

-+t srfiamifaes iferrel 1 7T @ g §F
339 9 W 9 R g % me of 7 afern
' AT TEAA A 3N IH W A A §
HIZ T A AR TH AT B A AT
ff 7 @ 2 IR @ Fft famwer T I

. AgHY we s Ay

d% 7 wRdig o d% & W19 §Y9 ®9 9 ded
A 3% HAHE & TRE SEUE B §
‘It dgeen R o St e die’ Ame U
tig & T #2139 e, d9 7 gfead
o 3 fagyg, daae § THAeTE JR Wi
tfeersh ofel® &t o & 21 fachg &y
2009-10 & A 39 & fiat # 8. 2.73 &g
F T TR F Y GEEAT TS H T |

<.3.

<.4.

THASE o HeaTul wiy

TR Tt T uRASHIET & SYeTET, THSieTE s
FAOT HY G facig a8 2009-10 F &N
6 TRATTIE J& F T 3N S1A FeamT uFresi
F fu ©.4.58 @@ @ T & oW faara fFu)
IeT-Ffaen g 3 T el B 39 AR ud
anffes farg & 3 HeradT S & fog 9Rdg B
% & FHARE F I gF I T AR S & Tfer
6 I S 3@ BT B WO A o
d& @t W dAfehT uger

Tefleret afT U T AR qEE o e @ o v
% Tt it 1 A S e € 37 ey Tfad
& FROT AEHT A, ST, T AR A
AT 3 3T TR F Rafy 39 89 3 @R
# 0 & gfte 9 FTE ok SavE % oA
P ST W@ & oI T 3T HAT a9 & T
21 39 % yq@ facia §E % &9 4, 9nd o §
Toft Ue i A SO Ug 99 Syes A
% T T 37 99 W s it T Tt Jfehr o
21 % 37 Al # qfd ok Sue el
a4 gfedl | 39 i 1 (e T 2

W F TF fTHeR wRuRe RES 81 & FA,
3% I e Yorarg uRadHl B W A & T
IR 39 & 353%F & g A Sfh fifT 1 s
2139 ffy § & 75 W =W 31 F o & gyt
g, 3rgid 1) S & T T Scae Bt
A 3T 11) B HET Sedei HH & [T 270 Trgehl
Pl TEE T TG A% 4 IHF IUA Y § o
FH @ areft el Junfera &t 3THHT, el aaHdare
3YHT, HOR J TS Jonfera i Tnfiq S,
FR H F9eE 3t e e Wik 2

R dfs, faw ok fim &7 § o T % ew
YA &% ®Y §, d 3 TAS0T Hoil gEEE &
e | fasell SAeT 9 & faEn A 3
ZHCTT TEHUTER farsTelt o T T JEHUR R farett
& I HH F g G 96 F F04 IWT H
T Yeainal TfUd S o Gahed AT 21 15
AR T gl At ot 10 gaeatanar

84

C84 K84

&



As a part of its commitment to the
welfare of our society, the Bank decided
to adopt Girl Children in the age group
of 6 to 14 who were orphans, destitute,
physically handicapped, belonging to
poor families.

This initiative was started in 2008 with
8,338 children. There are presently 19,534
girl children covered under the scheme.
These belong to 6,658 schools spread all
over the country and have been adopted
by 5,726 branches. An assistance of
Rs.4.84 crores was extended during
Financial year 2009-10.

Apart from financial assistance, individual
employees from the Bank/spouses of
employees or members of SBI Ladies
Club adopt one or two children for care,
mentoring, counselling, to try and fulfill
the role of a guide. This includes periodic
visits to the schools by Staff Members /
SBI Ladies Club Members, talking to the
girl child to understand her difficulties,
academic or otherwise, and offering
solutions. A close liaison is also
maintained with the teachers and the
academic progress of the girl child is
monitored. If felt necessary, timely
corrective action is suggested.

While gradually increasing the coverage,
the Bank has emphasized that individual
care and attention to the adopted
children as originally envisaged, should
not be diluted.

R&D Fund

The Bank has set up a chair named
‘Indian Observatory and IG Patel Chair’ at
Asia Research Centre of the London School
of Economics jointly with the Reserve
Bank of India. In addition, the Bank has
established an ‘SBI Chair for Public
Leadership’ in the Indian School of
Business, Hyderabad. These 2 chairs have
been assisted with donations amounting
to Rs.2.73 crores during FY 2009-10.

M.3.

M.4.

SBI Children’s Welfare Fund

Apart from the projects reported above, the
SBI Children’s Welfare Fund, which was set
up with donations from the employees of SBI
with matching contributions from the Bank
to assist underprivileged and poor children
in their educational and economic
development, undertook 6 projects during FY
2009-10 and distributed grants of Rs.4.58 lacs
for child welfare projects.

Green Banking Initiatives of the Bank

Global warming has become a serious issue
attracting attention from all the Nations of
the world warranting urgent measures to
combat the climate change, which may
otherwise result in irregular Monsoons, floods,
draughts and uneven temperatures, altogether
keeping the existence of flora and fauna of
the universe at stake. As the Country’s Premier
Financial Conglomerate providing financial
resources and services to clients pan India,
the Bank has a strategic role to play in
addressing this issue, both in terms of its
obligations and in terms of its opportunities.

Being a responsible Corporate Citizen of the
country, the Bank has adopted a Green Banking
Policy with an objective of contributing
towards the fight against the adverse climatic
changes. The policy envisages two pronged
approach to address the issue viz. i) to reduce
the Bank’s own carbon footprint and ii) to
sensitise the Bank’s clients to adopt low carbon
emission practices. As part of the Bank’s
initiatives to move towards low carbon
operations, the Bank has initiated several
measures, which include switching over to
energy efficient lighting systems, installation
of energy savers, efficient water management
systems, waste disposal and tree plantation etc.

First of its kind in the entire Banking,
Finance and Insurance Sector (BFIS), the
Bank has conceptualised generation of energy
through renewable energy resources and
therefore, resolved to install windmills for
the Bank’s captive use with a view to
substitute the polluting power with green
power. A total of 10 windmills with an
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M.6.

installed capacity of 15 MW came up in the
States of Tamilnadu, Gujarat and
Maharashtra. The project has been installed
and commissioned in a record time of four
months which reflects the Bank’s sincerity
and urge in its efforts to protect the
environment and mankind.

Financial Inclusion

Considering the fact that a majority of 6.38
lacs habitations in India are not served by
any Commercial Bank or Regional Rural
Bank, the Bank took upon itself the task of
reaching out to these unbanked villages and
making available the basic banking facilities
at affordable cost. Thus, the Bank envisioned
a mission of covering 1 lac unbanked villages
by March 2010.

The realization that the job demands highly
innovative and technological initiative in
view of the fact that brick and mortar
branches alone were not sufficient to reach
out, the Bank decided to take on multi-
pronged approach of engaging Business
Facilitators (BF), Business Correspondents
(BC) and technological innovations to cover
the unbanked villages besides expanding
through new branches.

In the process, the Bank engaged 10 National
level partners as BC /BFs and 8,000 BC/BFs
as regional level alliances. The alternate
channel of BC/BF expanded its footprints at
25,000 Customer Service Points throughout
the length and breadth of the country for
serving unbanked villages. The Bank also
added 1,001 new branches during the last
two years in Rural and Semi Urban areas
to contribute to this national cause.

Education Partnership with the Municipal
Corporation of Greater Mumbai

The Municipal Corporation of Greater Mumbai
(MCGM) has launched a project to transform
and upgrade the outcome of education in
schools run by the Municipal Corporation.
The Bank has agreed to support this project
as a partner for a period of 2 years as this

N.

project may evolve as a model for replication
across the country. The project has the
following objectives:

Improvement in average learning outcomes
from 30-35% to 70-80%.

Improvement in student attendance from
50-60% to 90%-+.

Reduction in drop-out rates especially at
upper primary level.

Enabling at least 30-50% of the children to
speak English comfortably.

At least 20% of secondary school children
getting strong vocational training.

At least 20% of parents being highly involved
in the child’s learning.

Creating infrastructure of the right quality in
each school.

CORPORATE COMMUNICATION & CHANGE

During the year, a new transformational
programme titled “Citizen SBI” envisaging
deep- rooted, multi-level attitudinal change
and transformation consisting of waves of HR
interventions was rolled out to instill a feeling
of Citizenship among all employees of the
Bank. The purpose of this ambitious
programme was to give a sense of fulfillment
to our 2 lacs plus employees and thereby to
make a remarkable improvement in the services
provided by the Bank to its customers as also
to society at large.

Citizen Orientation Programme, the first
intervention of the above Project to introduce
the ideal of Citizenship and its benefits to
individuals was taken to each and every
employee of SBI between September 2009
and February 2010.

Staff members already familiar with the
citizenship ideal will take the initiative
forward by developing and practicing the art
of fulfilling customer needs through
Intervention — 1l of the programme called
“Customer Fulfillment Programme”. Pilot
projects of the programme have already been
rolled out and a large number of Regional
Customer Fulfillment teams have been formed.
Final roll-out of Intervention 1
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to cover all branches and other customer facing
units of the Bank will start from
June, 2010.

Two other interventions of the Citizen SBI
Project will be launched during 2010-11.
One, the Market Engagement Programme for
senior functionaries to equip them to identify
and meet the needs of communities/clusters in
their respective areas of operations, thereby
becoming a pro-active enabler instead of a mere
service provider. Second, the Citizenship Vision
Programme for engaging the Senior Management
in the ongoing transformation journey.

“Citizen SBI”, a new website has been launched
during the year to enable employees to share
their views and experiences after exposure to
the programme. Stories regarding involvement
of our staff members in worthy causes are
placed on the website besides providing a
platform to all our employees to send their
feedback and views directly to the Top
Management of the Bank.

A “Top Management Conclave” involving the
Chief General Managers and above was held in
Goa from the 13" to 16™ December, 2009 to
identify the initiatives as a part of “SBI
Transformation Agenda 2010-2013” and to work
out on the strategies for effective implementation
of the Business Initiatives, Enabling Initiatives
and the People Initiatives.

A corporate film on SBI is being made by
Discovery Networks focusing on its history,
how it has evolved by bringing in modern
banking in India and the people behind the
scenes. This will immensely help in the Bank’s
image building both in India and abroad.

Internal communication in the Bank is also
being enhanced by showing video clips on
important banking events and sharing
developments in the Bank / corporate goals /
best practices etc., with the employees. Such
communications are also made through the
Bank’s in-house quarterly magazine “Colleague”
to reach out to our staff in the remotest corners
of the country.

O. ORGANISATIONAL PLANNING

Organisational Changes:

During the year, a Payment Strategy Group, headed
by a Chief General Manager has been created with
a view to capture the payment opportunities
which is expected to grow and increase our share
from present 13% to at least 17%.

Creation of DGM (Operations) in Circles controlling
the 4 Metros i.e. Mumbai, Delhi, Chennai &
Kolkata to take care of non-credit CPCs.

The organisational structure of the International
Banking Group has been reorganized with a
view to build capabilities to achieve and manage
scale through competencies around business
models and geographies, ensuring effective
interaction with the domestic operations of the
Bank and speeding up the decision making
process. New positions of General Manager
(Retail and Subsidiaries) and General Manager
(Compliance & Risk) have been created and
General Manager (Marketing) & General Manager
(I1S) has been rechristened as General Manager
(Wholesale) & General Manager (Financial
Institutions Group).

Creation of DGM (Financial Planning & Advisory
Services) in four Metros.

Financial Institutions Business Unit has been
created for targeting financial institutions and
to exploit the opportunities in the areas of
Cash Management Product, Trade Finance,
Collection, Custodial & Treasury Management
Services etc.

Creation of Mid Corporate Group Region, Pune
for control over four MC Branches i.e. Nagpur,
IFB Pune and Commercial Branch at Raipur
and Bhilai.

Creation of new Zonal Inspection Office at
Bhavnagar.

A New Strategic Training Unit headed
by a CGM (L&D) has been created to cater to
the ever increasing training needs of
the Bank.
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P.

Q.

RIGHT TO INFORMATION ACT 2005
(RTI ACT 2005)

Suitable structure has been put in place at
Branches/Administrative Offices/Regional Business
Offices/Local Head Offices for handling requests
and appeals under RTI Act 2005. Further, an
exclusive ‘RTI Department’ has been created in
Corporate Centre to handle and co-ordinate various
issues under the Act. For convenience of the
public, the Bank has also created an RTI link on
its website http://www.statebankofindia.com and
http://www.sbi.co.in.

HUMAN RESOURCE DEPARTMENT (HR)

HR INITIATIVES:

A number of key initiatives have been taken
by the Bank during the current year to motivate
the employees to perform better so as to achieve
the Bank’s growth plans.

Learning & Development

Under the leadership pipeline initiative, the
services of Duke Corporate Education, World’s
leading business school for Executive
Education along with 1IM, Ahmedabad were
engaged to groom the General Managers to
lead the business drive with customer
oriented culture.

. JAGRITI- a leadership programme for Branch

Managers and unit Heads of CPCs, which has
been designed in association with an outside
consultant, was rolled out on 26.10.2009 and
is being conducted both at the College and
Academy.

The training system of the Bank was awarded
the prestigious “Golden Peacock National
Training Award 2009” in recognition of adopting
the best training practices amongst the 230
Corporates nominated for the same. This is the
first such recognition to our training system
outside the Bank.

In order to make 24X7 learning accessible to
our employees, 137 e-learning courses have
been uploaded on the Gyanodaya portal.

Vi.

Several guided e-learning portals were also
conducted to hand-hold employees in taking
the e-courses.

In order to induct specialists into our Bank, 117
Management Trainees from B-schools were
recruited.

Strategic Training Unit headed by CGM (L&D)
has been set up at Hyderabad. The STU will own
and drive the training system and enhance the
self renewal capability of our Bank by conducting
programmes that are the best in the industry.

Personnel Management

Retired Employees Medical Benefit Scheme
(REMBS) has been modified by increasing the
ceiling on the medical benefits and introducing
domiciliary treatment for the retirees.

Centralised payment of pension to Bank
Pensioners has been made operational
through HRMS.

Investment of Bank’s Pension corpus through
the Treasury Department of SBI for better return
has been operationalised.

Industrial Relations

Massive recruitment exercises have been
undertaken during the year to recruit around
22,000 clerical staff and 5,000 officers.
This recruitment drive, which is the largest
recruitment exercise undertaken in the banking
sector, will further augment the staff strength
in tandem with the Bank’s branch expansion
drive and expected movement on account of
promotion and retirement etc. This will not
only help in reducing the age profile of staff
but will also provide an opportunity of greater
mobility and marketing thrust across the Bank
to achieve its growth plans.

Senior clerical staff have been empowered with
additional supervisory duties by reviewing career
progression scheme. They will shoulder
supervisory roles and responsibilities, which
will facilitate the Bank to utilize the services
of officers for other value added work.
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Excellence in relationship with the members of
both the staff and officers federation was
achieved by sorting out various IR related
issues through their consistent support and
healthy dialogue/discussion during the year.

Industry level first, settlement was signed with
our staff federation on outsourcing of maintenance
functions in respect of all branches / offices.

Industry level first, settlement was signed with
our staff federation for outsourcing of
replenishment of cash in ATMs, as also
outsourcing of entire ATM services.

HRMS Project

For leveraging technology in employee
management area, the Bank has implemented
automation of its HR process through
SAP-ERP-HRMS software. A centralised database
of all employees across SBI is now available.

Salary and pension processing and payment of
2.08 lacs employees including the employees
retired during the year and 1.10 lacs IBI / SBI
pensioners respectively have since been
centralised.

During the year, the process of reimbursement of
monthly expenses viz. Conveyance, Newspaper /
Magazine, Casual Labour and Cleansing Material
(known as 4inl reimbursement) has been rolled
out in the Bank for all employees. This is one
of the major initiatives on paperless functioning
in the HR area.

HRMS will make available additional services
on online submission and viewing of data etc.
to all the employees of the Bank on an online
“real time basis”.

The above initiatives would help in employee
satisfaction. The other HR related initiatives
would help in expediting HR decision making
process and also release of manpower from
non-core areas.

Staff Strength

The Bank had a total strength of 2,00,299 on
the 31t March 2010. Of this, 35.26% were
officers, 43.61% clerical staff and the remaining
21.13% were sub-staff.

IMPLEMENTATION OF
DISABILITIES (PWD) ACT, 1995

PERSONS WITH

Our Bank provides reservation to Persons with
Disabilities (PWDs) as per the guidelines of the
Government of India and Section 33 of the
PWD Act, 1995. The total humber of Persons
with disabilities, who were employed as on
31.03.2010, was 2029 (details given as under).

Table : 11
Category Total No. of Persons
with Disabilities
Officers 70,622 498
Clerical 87,356 1282
Sub-staff 42,321 249
TOTAL 2,00,299 2029

REPRESENTATION OF SCHEDULED CASTES
AND SCHEDULED TRIBES

As on 31t March 2010, 39,697 (19.82%) of the
Bank’s total staff strength belonged to Scheduled
Castes and 13,702 (6.84%) belonged to
Scheduled Tribes.

In order to discuss issues relating to reservation
policy and effectively redress the grievances
of SC/ST employees, Liaison Officers have
been designated at all the Local Head Offices
of the Bank as also at the Corporate Centre
at Mumbai.

Senior officials of the Bank hold regular meetings
at periodic intervals with the representatives of
the National Federation of SBI SC/ST Employees
at Corporate Centre as also with the
representatives of Circle level SC/ST Welfare
Associations at the Local Head Offices and
Administrative Offices where issues pertaining
to implementation of reservation Policies are
discussed. This has ensured redressal of
grievances to a large extent.

Government of India representative inspected
the reservation roasters for SCs/STs/OBCs/PWDs
at all the 14 Circles and found this maintained
satisfactorily.
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The Bank has been conducting workshops on
reservation policy for SCs/STs/OBCs to impart
up-to-date knowledge/latest operatives about
the reservation policy and related areas to the
SC/ST cell officers, representatives of SC/ST
Welfare Association and the Liaison officers.

Pre-recruitment and pre-promotion training
programmes are being conducted to enable SC/
ST candidates to achieve the prescribed standards
to effectively compete with other candidates.

BUSINESS PROCESS RE-ENGINEERING (BPR)

The 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.

S.

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
has also been extended to NRIs in 17 countries
during the year.

All top 116 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.

OFFICIAL LANGUAGE

During the year, the Bank took several
initiatives to comply with the different
requirements of the Official Language Policy
of the Govt. of India. The Bank also used
official language Hindi and other Indian
languages to deliver its products and services
to the masses. 12,496 Core Banking branches
of the Bank are provided with bilingual software
which enabled the customers to get their pass
books, statements of account and other reports
in Hindi.
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In addition to this, all the ATMs of the Bank
are provided with the option of respective
Regional Language and Hindi and the number
of hits on ATMs in Hindi were 4,40,29,106 and
in other Indian languages were 3,79,48,223
during the year.

This year, the Chairman of the Bank has given
a message to the staff of the Bank wherein all
the staff members were called upon to endeavour
to make maximum use of Hindi particularly
while communicating in writing so that the
people deprived of banking facilities so far may
also be able to avail banking services without
any hesitation.

Bank’s In-House Hindi magazine ‘Prayas’ has
once again bagged the first prize for the year
2008-09, fourth time in last seven years in the
21 years’ history of the journal.

‘Prayas’ has also been awarded ‘Best House
Journal Prize’ for the year 2008-09 by Mumbai’s
premier literary-socio-cultural organization
‘Aashirwad’.

Several workshops were conducted for staff to
equip them with the functional knowledge of the
official language Hindi. In order to encourage the
staff to use Hindi in their day-to- day work,
Quarterly Shabdavali Smaran and many more
competitions were organised during the year.

T. BANKING OPERATIONS DEPARTMENT
KYC/AML/CFT MEASURES

i)

The Bank has put in place the Board approved
revised policy on Know Your Customer (KYC) /
Anti Money Laundering (AML) / Combating
Financing of the Terrorism (CFT) measures in
line with Master Circular issued by Reserve
Bank of India on the subject. The main
components of the Policy are as follows:

= Customer Acceptance

= Customer Identification

< Monitoring of Transactions
e Training of personnel

e Preservation of Records

ii)

iii)

iv)

FRAUD

Procedural Guidelines to  facilitate
implementation of the Policy have also been
circulated after approval of the Central Board.

Monitoring of Transactions is done with a view
to submit undernoted reports to Financial
Intelligence Unit-India (FIU-IND) mandated by rules
of Prevention of Money Laundering Act, 2002.

e (Cash Transaction Reports (CTRS)
 Counterfeit Currency Reports (CCRs)
e Suspicious Transaction Reports (STRs)

With a view to supplement and support
monitoring of transactions, the Bank has acquired
appropriate software which has been customized
to function on the CBS platform of the Bank.
Processing of all transactions handled by all
domestic branches of the Bank, on day to day
basis, is being done and monthly CTRs are being
generated alongwith STR alerts daily in offline
mode, for analysis by the dedicated KYC/AML
Cell, functioning under the control of Chief
General Manager (BO) for finalisation and filing
of STRs to FIU-IND in appropriate cases.

Training on KYC/AML is being imparted on
an ongoing basis in the Bank. In addition to
exclusive KYC/AML programmes, all training
programmes/seminars/workshops, have a KYC/
AML session included in the programme.
Further, the Bank has decided to observe
1%t August every year as “KYC Compliance and
Fraud Prevention day” to maintain appropriate
awareness and involvement levels across the
Bank as also to create proper understanding
of KYC issues among the members of public.

PREVENTION, ANALYSIS AND

MONITORING

The measures taken for prevention of frauds are
as under :

The Bank has introduced revised instructions
for change of Password in ATMs.

SBIMF Warrants are being paid through
‘Dividend Warrant Payment Module’ on CBS.

Alertness Award Scheme, to reward staff
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members who are instrumental in detection,
prevention of frauds or in effecting recoveries
in fraud cases has been popularized.

e Ensuring that Preventive Vigilance
Committees are formed at the branches having
staff strength of 10 or more (including SAM
branches) and at CPCs/Cells irrespective of
their staff strength, as per the revised scheme
approved by the Vigilance Department at
Corporate Centre.

= Encourage/popularize ‘Whistle Blower’ concept.

Further, Fraud Analysis Cell (FAC) has been
created to :

< Follow up action on alerts which are generated
through technology intervention and proactive
action is taken on alerts which may be
indicative of a fraudulent transaction having
been put through.

= Help in avoiding recurrence and monitoring of
high value frauds.

GENERAL BANKING

I. STATE BANK OF INDIA COMPENSATION
POLICY — 2009

As a premier Bank of the nation, SBI always
strives to create and maintain highest standards
of customer service and in any unlikely event
of any slippage in services extended to
customers, the Bank has put in place a Board
approved Compensation Policy to compensate
for such slippages. The policy will ensure that
appropriate financial compensation is provided
to the recipients to these services, without
requesting for it.

Il. BANK’S OUTSOURCING POLICY — 2010

RBI have permitted banks to outsource non-core
functions and the Bank has accordingly put in
place a Board approved Outsourcing Policy to
cover and regulate outsourcing of various activities
which are considered not economical to be
carried out within the Bank and are considered
prudent to be availed of from third party vendors,
with appropriate checks and balances.

U. SUPER CIRCLE OF EXCELLENCE
U.1. Concept :

The concept of Super Circle of Excellence (SCE)
has been conceived to impart focus on a subset
of branches to deliver high growth, improve
efficiency, ensure high quality of customer
service and also act as a forum for sharing best
practices. The branches have been selected on
a twin track approach i.e. one subset comprising
cluster of branches in Metro and large urban
centres to meet the burgeoning competition and
other subset consisting of branches selected on
the basis of one per Region aiming to transplant
best practices from high performing branches
to other branches across the country.

As on 31.03.2010, there are 661 branches in
Super Circle of Excellence, 331 branches under
16 dedicated SCE Regions and 330 branches
selected on the basis of one per Region facilitated
by SCE coordinator.

U.2. Focus :
The SCE branches are primarily focusing on —

e Growth in Retail business i.e. Personal (Per)
Domestic deposits and Per + SBF advances,
CASA deposits and Income from Cross Selling.

= Overall performance of SCE branches is being
measured on a multi dimensional efficiency
matrix covering all aspects of business.

< Benchmarking with the best performing bank
in retail operations.

e Setting high standards of customer service;
objective is reaching a zero complaint status.

e Piloting new products of PBBU and other
technology initiatives of New Business
Department.

U.3. Business levels and growth :

Business performance indicators of SCE branches
as on 31.03.2010 are furnished below:

« Retail Deposit i.e. Personal Domestic Deposits-
Rs.53,451 crores (YoY growth is Rs.9,879 crores;
22.67% as against 21.97% achieved by non-SCE
branches of the Bank)
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Personal Advances — Rs.22,834 crores (YoY growth
is Rs.6,488 crores; 39.69% as against 23.60%
achieved by non-SCE branches of the Bank)

CASA Deposits — Rs.32,652 crores (YoY growth
is Rs.7,650 crores; 30.60% as against 25.24%
achieved by non-SCE branches of the Bank).
CASA Ratio of SCE branches has improved
from 35.20% in March 2009 to 40.15% in
March 2010.

Cross Selling Income — Rs.27.66 crores (YoY
growth is 112.17% as against 97% achieved by
the non-SCE branches of the Bank)

The SCE branches constitute 5.32% of total
branches of the Bank. Their contribution in
business of the Bank is 12.94% in Retail
Deposits, 15.90% in Retail advances, 16.99%
in Personal Advances and 13.36% in the Cross
Selling Income, which are steadily improving.

The SCE branches are extensively leveraging
the new technology initiatives of the Bank viz.
Internet Banking, Mobile Banking, RTGS, NEFT,
Demat and eZ-trade, for decongesting the
branches and enhancing overall customer
experience. The SCE subset has contributed
nearly 18% in total technological product
coverage of the Bank.

U.4. Other New Initiatives :

Potential Mapping Application has been
developed by SCE Department through Data
Warehouse Portal to correctly measure and tap
the potential available in the area of operation
of each SCE branch.

For measuring level of customer satisfaction in
SCE branches on a matrix of 100, a customer
feedback format has been devised with
25 parameters. The formats are directly
dispatched to customers and the responses
keyed in online in the centralized CSM
application developed by SCE Department. With
continuous tracking of the deficient areas, the
average CSM scores is now in the range of
85-87 as against 80-82 in March 2009.

To improve the premium enjoyed by SCE
branches in 2010-11, all enablers i.e. better
ambience, CREs/RMPBs, up-gradation of skills

V.

are being ensured in these branches to keep
them on higher growth trajectory.

CREDIT POLICY AND
DEPARTMENT (CPPD)

PROCEDURES

PERFORMANCE HIGHLIGHTS :

Loan Policy of the Bank has been reviewed and
current RBI guidelines have been incorporated.

Increase in the Term Loan exposure limit to
Infrastructure sector to 15% from 10%.

Appointment of Nominee Directors Review and
Authority Structure.

Prudential Norms on Unsecured Advances.

Guidelines on Restructuring of Advances by
Banks.

Review of Grievances redressal mechanism under
Guidelines on Fair Practice Codes for Lending.

Accounting procedures for sale of NPAs /
Securitisation Companies / Asset Reconstruction
Companies.

Operational guidelines on Forward Exchange
Contracts and Derivatives.

Competitive Pricing — Review.

CP linked
under LCs.

rates for discounting of Bills

Policy for financing Corporates on Unsecured
basis to attract new business.

As part of the Bank’s Green Banking Policy,
initiatives like plantation of fruit bearing trees
across the Bank’s premises, implementation of
energy saving measures, encouraging customers
on reduction of Green House gases by way of
extending project loans on concessionary interest
rates, assisting in CDM Registration and
securitization of CER receivables etc. were
undertaken.

Under the captive windmill project, the Bank
has gone in for 10 windmills (1.5 MW each)
which have been set up in three States viz.
Maharashtra, Gujarat and Tamilnadu. Power
generated from the windmills shall be set-off
against the power consumption of identified
offices / branches of those States. State Bank
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of India is the first Bank in India to have
conceived the idea of ‘Green Power’ generation
for captive use in the Banking Industry.

NEW PRODUCT :

Financing to Shipbreaking Units.

Responsibility Statement

The Board of Directors hereby states :

that in the preparation of the annual accounts,
the applicable accounting standards have been
followed along with proper explanation relating
to material departures;

. that they have selected such accounting policies

and applied them consistently and made
judgements and estimates as are reasonable and
prudent, so as to give a true and fair view of
the state of affairs of the Bank as on the
31t March 2010, and of the profit and loss of
the Bank for the year ended on that date;

that they have taken proper and sufficient care
for the maintenance of adequate accounting
records in accordance with the provisions of
the Banking Regulation Act, 1949 and State
Bank of India Act, 1955 for safeguarding the
assets of the Bank and preventing and detecting
frauds and other irregularities; and

that they have prepared the annual accounts on
a going concern basis.

Date : 14th May, 2010
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