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Section A: General Information about the Company

State Bank of India is the largest bank in India having
presence across the Country even in remote areas. The
Bank has an unmatched network of 14816 branches and
more than 32752 group ATMs spread across the country.
More than two-third of the Bank’s total branches are in rural
and semi-urban areas, demonstrating the Bank’s intent of
serving all strata of the society.

The Bank is engaged in Banking and Financial services. The
Bank’s activities are covered under “Group K: Financial and
Insurance Activities of National Industrial Classification
(All Economic Activities) - 2008” published by Ministry of
Statistics and Programme Implementation.

The Bank’s activities fall under the below mentioned
industrial activity code:

Group Class Description

641 Monetary intermediation

6419 Other monetary intermediation

Other financial services like insurance, mutual fund, financial
leasing, card business etc. are offered through the Bank’s
associates and/or subsidiaries to all customer segments
whether Government, Corporates or Individuals. The Bank’s
three major products/services categories, each of which
individually comprises of several products/services, are:

1. Deposits
2. Loans and Advances
3. Remittances and Collections

The Bank has 14 Circles and 85 Zonal Offices that are located
at important cities throughout the country. International
banking services of State Bank of India are delivered for the
benefit of its Indian customers, non-resident Indians, foreign
entities and banks. The Bank has an International Banking
Network in 34 countries with 186 offices, spread over all
time zones. Some of the Bank’s International locations
include UK, USA, Germany, France, Canada, Russia, South
Africa, China, Singapore, Japan and Australia. The network
is augmented by a cluster of Overseas and NRI branches
within India and correspondent links with over 429 banks,
the world over. Bank’s Joint Ventures and Subsidiaries
abroad further underline the Bank’s international presence.

Address: State Bank of India,
State Bank Bhavan,
Corporate Centre, Madame Cama Road,
Nariman Point, Mumbai - 400 021, India

Website: http://www.sbi.co.in
http://www.statebankofindia.com

E-mail id: gm.snb@sbi.co.in

Financial Year FY 2012 -2013
reported:

BUSINESS RESPONSIBILITY REPORT

Section B: Financial Details of the Company

With a paid-up capital of INR 684.03 crores, the total Income
and total Profit After Tax (PAT) of the Bank during FY 12-
13 was INR 1,35,691.94 crores and INR 14,105.32 crores
respectively. For FY 12-13, the Bank had total Deposits of INR
12, 02,739.57 crores,total Advances of INR 10,45,616.55
crores and a total Business of INR22,48,356.12 crores.

SBI is committed to making a sustainable social change in
the development of underprivileged members of the society
and to fulfil its responsibility of giving back to the society.
The budget for the Bank’s Corporate Social Responsibility
(CSR) spending for FY 12-13 was 1% of last year’s PAT which
amounts to INR 117.07 crores. The Bank’s actual spend
on CSR activities for FY 12-13 was INR 123.27crores. The
Bank’s CSR activities touch the lives of millions of the poor
and needy across the length and breadth of the country.

CSR is embedded in many of the Bank’s business initiatives
and has been a part of State Bank of India since 1973,
under the name of Community Services Banking and covers
various social, environmental and welfare activities. The
Bank has a comprehensive Corporate Social Responsibility
(CSR) Policy, approved by the Executive Committee of the
Central Board in August 2011.

The focus areas of the Bank’s CSR activities are listed
hereunder:

o Supporting education.
o Supporting healthcare.

o Assistance to poor & underprivileged.

o Environment protection.
o Entrepreneur development programme.
o Help in National calamities.

Further details of the Bank’s CSR activities have been
covered in the “Corporate Social Responsibility” section of
the Annual Report for financial year 2012-13.

Section C: Other Details

Participation of subsidiaries and business partners in BR
initiatives
The Bank has 5 Domesticand 6 Foreign Banking Subsidiaries.

The details of the subsidiaries and joint ventures have been
provided in the Bank’s Annual Report for FY 2012-13.

The Bank’s Associates and Subsidiaries decide independently
regarding their social and environmental initiatives. Banking
operations do not have a complex supply chain and thus
the business partners (suppliers/distributors) are also quite
limited, which leaves very little scope for the Bank to engage
them in its BR initiatives. The Bank expects and encourages
its suppliers/distributors to conduct their business in a
responsible manner.
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Section D: Business Responsibility (BR) Information

Governance related to BR

Director responsible for implementation of the BR
policy/policies

DIN Number 00871792

(if applicable)

Name Shri. A .Krishna Kumar
Designation Managing Director & Group

Executive (National Banking)

Business ResponsibilityHead

DIN Number Not Applicable

(if applicable)

Name Mrs. Padmaja Nair
Designation General Manager (Corporate

Communication & Change
Management)

Telephone Number 022-22824469

e-mail id gm.ccc@sbi.co.in

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

BUSINESS RESPONSIBILITY REPORT

As per the Business Responsibility Policy of the Bank, the
BR performance of the Bank will be assessed annually by
the Board of Directors. The Nodal Officer, heading the BR
function, is responsible for the BR performance of the Bank.
Further, the Bank’s BR Policy will be updated from time to
time by the Nodal Officer, in the light of amendments to
laws, rules and regulations, as applicable, and an annual
review report will be submitted to the Board.

About the BR Report

This is the first Business Responsibility report of the Bank and
henceforth, it would be published on an annual basis. The
BR report for FY 2012-13 can be accessed at Bank’s website
http://www.sbi.co.in or http://statebankofindia.com under
the link Corporate Governance ->CSR->BR Report.

:o Questions PL | P2 | P3| Pa|Ps|P6|P7]| PS8 | PO
Do you have policy/policies for.... Y Y Y Y Y Y Y Y Y
Has the policy being formulated in consultation with
the relevant stakeholders? Y Y Y Y Y Y Y Y Y
Y Y Y Y Y Y Y Y Y
Does the policy conform to any national/ SBI’'s Business Responsibility Policy is based on National
3. international standards? If yes, specify? (50 words) Vquntary ..Gyldellnes .on Social, Enwronmeptgl and Economic
Responsibilities of Business as released by Ministry of Corporate
Affairs, Government of India, in July 2011
4, Has the policy being approved by the Board? If yes, | Y Y \% Y Y Y Y Y Y
has it be.en signed by MD/ owner/ CEO/ appropriate The BR policy has been approved and signed by Central Board of
Board Director? .
Directors.
5. Does the company have a specified committee
of the Board/ Director/Official to oversee the| Y Y Y Y Y Y Y Y Y
implementation of the policy?
6. Indicate the link for the policy to be viewed online? | http://www.sbi.co.in or http://statebankofindia.com under the
link Corporate Governance - CSR - BR Report.
7. |Has the policy been formally communicated to all
relevant internal and external stakeholders? v Y v Y Y v v Y Y
8. Poes the company hav.e' in-house structure to v v v v v v v v v
implement the policy/policies.
9. Does the Company have a grievance redressal
mechanism related to the policy/policies to address
stakeholders’ grievances related to the policy/ Y Y Y Y Y v Y Y Y
policies?
10. |Has the company carried out independent audit/ | SBI has recently formulated its Business Responsibility Policy and

evaluation of the working of this policy by an
internal or external agency?

hence, the evaluation of working of the policy would be carried
out in subsequent years.
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Section E:Principle-wise Performance
Principle 1: Practising Good Corporate Governance

State Bank of India is committed to set exemplary
performance in the area of ethical conduct and hence, adopt
the best practices in the area of Corporate Governance. The
Bank has laid down a well-defined Code of Conduct for its
Directors on the Central Board and its Core Management.
This Code of Conduct attempts to set forth the guiding
principles on which the Bank shall operate and conduct
its daily business with its multitudinous stakeholders,
government and regulatory agencies, media, and anyone
else with whom it is connected. The Code envisages and
expects adherence to the highest standards of honest and
ethical conduct, including proper and ethical procedures
in dealing with actual or apparent conflicts of interest
between personal and professional relationships. To get
further details, the Code can be easily accessed at our
corporate website. SBI’s Business Responsibility Policy also
covers aspects related to ethics, bribery and corruption.

Each of our subsidiaries and associate banks have their own
independent Boards and independent policies. The Bank
maintains utmost transparency in all its dealings. The full
details of complaints received from major stakeholders and
their disposal is displayed in the Bank’s website annually.

Principle 2: Providing Sustainable Products and Services

Banks play a major role in the economic and social
development of the country and most of the credit- related
schemes of the government to uplift the poorer and the
under-privileged sections have been implemented through
the banking sector. SBI, being the largest bank in India, is at
the forefront of contributing to the sustainable development
of the country through its innovative products and services.

The Bank offers a wide array of financial products and
services, each of which has a direct or indirect positive
impact on the society and/or environment. Few of the Bank’s
recent products/services with inherent environmental/
social benefits like Green Channel Counter, Green Remit
Card etc. The details of these products/services have been
provided in the Bank’s Annual Report for FY 2012-13.

The Bank strives to utilize optimally the resources for its
operations. The major consumables for banking operations
are stationery items. Sustainable Sourcing in context of
banking industry has primarily to do with procurement
from locally-based suppliers/vendors. The Bank has sourced
almost all of its consumables from locally-based suppliers
(The Bank defines all India-based suppliers as ‘locally-
based’) in the reporting period.

Principle 3: Caring for Human Capital

Employee Strength

The Bank is one of the largest employers in the country
having 228296 employees at the end of FY 2012-13, out
of which there were 46833 female employees and 2402
disabled employees. As on 31st March 2013, the Bank
had 43550 Schedule Caste and 16764 Schedule Tribe
employees.
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Employee Benefits

The Bank believes that banking is all about relationships
and it is the Bank’s employees that make and deliver these
relationships, be it with an individual customer, a small
business or a large company. The Bank’s people make the
difference for its customers and hence, it is important for
the Bank to do its best for them. The Bank runs multiple
benefit schemes for its employees some of which include
providing them provident fund, gratuity, pension, medical
benefits, reduced interest rates on advances, higher interest
rates on deposits, scholarships to employees’ children,
access to holiday homes etc.

Freedom of Association

The Bank has two recognized Employee Associations — One
for Supervising Staff and the other for Award Staff. The
names of the associations are:

1. All India State Bank of India Officer’s Federation.
2. State Bank of India Staff Federation.

The majority of staff and officers are members of these
federations.

Human Rights

Recruitment policy of the Bank does not permit any
engagement of child labour, forced labour or involuntary
labour. Independent complaint committee have been
constituted at, Local Head Offices (LHOs), Administrative
offices and Regional Business offices (RBOs) level &
a Contact Coordinator at Corporate Centre to handle
complaints of sexual harassment at work place, promptly
and appropriately. The Bank refrains from any discrimination
on the basis of caste, creed, gender or religion and strives to
ensure a healthy work-life balance for its employees.

Employee Training & Development

State Bank of India has a very elaborate training network
comprising of 47 Learning Centres and 5 Apex Institutes
developed over 50 years to cater to the competence
building of its employees. The Bank has a Strategic Training
Unit (STU) headed by a Chief General Manager.

The STU’s task is to help State Bank of India become a
“Learning Organization” capable of handling change and
growth. The STU helps in not only training to help integrate
the new recruits into SBI but also enhancing the knowledge
and skills and reorienting attitude of its existing work
force. The training system creates a culture that promotes
continuous learning and development of the self, group,
organization and society. SBI has also been putting its
top leaders through customized Leadership Programmes
conducted by reputed management institutes.

1.76 lac employees/officials have been trained during
2012-13, which includes 53 visually and hearing impaired
employees. The bank has also introduced e-learning portal,
as an environmental friendly and convenient way of skill
upgradation. 94% of the total staff strength is registered on
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thee-learning portal. The Bank won the prestigious ‘Golden
Peacock National Training Awards -2012’ for increasing
efficiency and effectiveness of the Bank’s Training Systems.

Principle 4: Engaging with Stakeholders

State Bank of India is committed to enhance stakeholder
value. As a critical activity for running business, the Bank has
identified its key stakeholders as Shareholders, Investors,
Customers, Employees, Community, Banking Associations,
Government and Vendors.

Out of its vast and diverse set of stakeholders, the Bank
extends special support to the disadvantaged, vulnerable
and marginalized ones. Few such stakeholders include
small and marginal farmers, artisans, tiny sector customers
and micro-units (SHGs), physically challenged and
socially-deprived people, under-privileged and unbanked
communities.

The Bank undertakes multiple initiatives for the stakeholders
identified as disadvantaged, vulnerable and marginalized.
The details of such initiatives have been provided in the
Bank’s Annual Report for FY 2012-13.

Principle 5: Respecting Human Rights

The Bank respects human rights and does not tolerate
any human right violation in its sphere of operation and
influence. The Bank has put in place systems, procedures
and policies to protect especially the vulnerable sections
against human rights violation. Bank’s detailed guidelines,
against harassment of women employee is one such
example. A very senior level functionary has been appointed
as ‘Contact Coordinator’ at Corporate Centre of the Bank to
deal with such complaints with due diligence.

The Bank has zero tolerance for human rights violation
against its stakeholders and others.

The position regarding complaints by major stakeholders
and their disposal is displayed in the Bank’s website annually.

Principle 6: Caring for Environment

Though the direct environmental impact from the Bank’s
operations is comparatively less when compared to a
company of similar magnitude from any other industry,
the Bank is committed to keep its environmental footprint
as small as possible. The Bank’s operations generate very
minimal emissions/waste. The Bank didn’t receive any show
cause/legal notice by Pollution Control Board during the
FY 2012-13.

The Bank’s Business Responsibility Policy adequately
covers its approach towards environmental aspects and
is applicable to all its operations. Some of the initiatives
taken by the Bank to address climate change and resource
conservation are:

1. As part of the Bank’s on-going ‘Green Banking’
initiatives, windmill projects have been successfully
commissioned and power thus generated helps power
Bank’s branches/offices in the States of Maharashtra,
Gujarat and Tamil Nadu. This reduces dependence on
polluting thermal power to the extent of renewable
power generated by the Bank’s windmills.
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2. The imperative of sustainable usage of resources,
including energy and efficient disposal of waste has
been effectively propagated amongst the stakeholders,
in the form of adopting energy efficiency measures,
efficient usage of paper and water, installation of
Solar ATMs, introduction of Green Channel Banking
(Paperless Banking).

3. TheBankhas been encouraging customers by extending
project loans on concessionary interest rates to reduce
Green House Gas (GHG) emissions by adopting efficient
manufacturing practices through acquisition of latest
technology.

4. The Bank has initiated a pilot project to determine its
Carbon footprint levels, which will help in determining
the Bank’s resource consumption pattern and enable
the Bank to take effective steps to implement various
measures for sustainable usage in a cost effective way.

5. Special drive for tree plantation was taken up across all
Circles.

6. The Bank has put in place SMART i.e. Specific,
Measurable, Achievable, Realistic and Time bound
Green Banking Goals, which includes,

NZ

Reduction of electrical energy and fuel consumption.

NZ

Obtaining star rating at all Local Head Offices premises
from Bureau of Energy efficiency.

Construction of ‘Green —Building’.

Waste water treatment.

Solar ATMs

Programmes/events to sensitize staff on energy savings.

NN NN NA

Plantation of fruit bearing trees.
Principle 7: Advocating Public Policy

SBI has been an active member of various banking and
finance-related Trade bodies, Chambers and Associations.

Some of the major associations which SBI is a part of are
listed hereunder:

1. Indian Bank’s Association (IBA),
2. Foreign Exchange Dealers Association of India (FEDAI),

3. Fixed Income Money Market
Association (FIMMDA),

The Bank’s advocacy of policy has been for overall benefit to
the Society, which do not serve any sectarian interest.

and Derivatives

Principle 8: Enabling Inclusive Growth

India has seen significant progress and GDP growth in the
past decade. However, while the growth story has been
impressive, poverty continues to be one of the nation’s
biggest concerns. To make India’s growth truly inclusive,
banking industry is striving to reach out and brings vast
segments of the population, especially the underprivileged
sections, into the fold of basic banking services. Thus,
“Financial inclusion” is one of the most critical aspects in
the context of inclusive growth and development.
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State Bank of India realizes the role it has to play as the
largest Indian Bank in practicing and promoting Financial
Inclusion. The details of initiatives taken by the Bank in this
regard have been provided in the Bank’s Annual Report for
FY 2012-13.

Apart from its exemplary work done in financial inclusion,
the Bank has spent a total amount of INR 123.27 crores on
CSR activities in FY 2012-13. The details of the activities and
projects undertaken have been covered above in Section B
as well as in “Corporate Social Responsibility” section of the
Annual Report. The Bank undertakes numerous community
development initiatives across the length and breadth of
India supporting education, healthcare, livelihood etc.

The Bank has won the following awards for its CSR activities.
Social

e Golden Peacock Award for

Responsibility.
e Asia’s Best CSR Practice Award-2012
e Asian CSR leadership Award -2012.
e |PE Best CSR Award -2012.

Corporate

e Most Caring Company Award —2012.
Principle 9: Serving Customers
Grievance Redressal Mechanisms

The Bank has implemented highly robust grievance
redressal system and mechanism to enable its customers to
voice their concerns and feedback.

1. Bank has launched web-based complaint Management
System (CMS) designed to serve as a Single point on
line grievances lodging and redressing system for its
customers.

2. The standing Committee on Customer Service with
representation of customers has been constituted at all
Local Head Offices which reviews the overall position of
customer service in the Circle.

3.  While the Bank strives to achieve the highest standard
in customer service, it has also put in place a Board
approved compensation Policy to compensate the
customer financially in the unlikely event of any
slippage in services extended. The Policy ensures that
the aggrieved customer is compensated without having
to ask for it.

4. A dedicated Customer Care Cell exclusively engaged
in Customer Service related issues including grievance
redressal has been formed at each Circle to further
strengthen the redressal machinery.

The Bank had only 1.17% of the customer complaints
pending as on the end of financial year. The detail of
customer complaints and their disposal is displayed in the
Bank’s website.
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Fair Banking Practices

State Bank of India strongly believes that a satisfied customer
is the most important factor for growth of its business.
The Bank was the first in India to introduce a code of Fair
Banking Practices called “Towards Excellence”. The code
reflected the commitment of the Bank to provide Banking
services of a high order to individual banking customers.

In February 2006, Reserve Bank of India set up the
Banking Codes and Standards Board of India (BCSBI) as
an independent autonomous watchdog to ensure that
customers get fair treatment in their dealings with Banks.
The BCSBI has published the “Code of Banks” Commitments
to Customers “ (the Code) which sets minimum standards
of banking practice and benchmarks in customer service
for banks to follow. SBI is a member of the BCSBI and has
therefore voluntarily adopted the Code as its Fair Practice
Code in dealings with its customers.

The important declarations under the Fair Lending Practices
Code adopted by the Bank are:

e To provide in a professional manner, efficient,
courteous, diligent and speedy services in the matter
of retail lending.

e Not to discriminate on the basis of religion, caste, sex,
descent or any of them.

e To be fair and honest in advertisement and marketing
of Loan Products.

e To provide customers with accurate and timely
disclosure of terms, costs, rights and liabilities as
regards loan transactions.

e If sought, to provide such assistance or advice to
customers in contracting loans.

e To attempt in good faith to resolve any disputes or
differences with customers by setting up complaint
redressal cells within the organization.

e To comply with all the regulatory requirements in good
faith.

e To spread general awareness about potential risks in
contracting loans and encourage customers to take
independent financial advice and not act only on
representations from banks.

Due to the Bank’s dedication towards excellent customer
service, robust grievance handling mechanisms and fair
banking practices, the Bank has no case filed against it
regarding unfair trade practices, irresponsible advertising
and/or anti-competitive behaviour.
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