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portfolio. During the year, on-site Credit Audit
was conducted in 289 branches, covering 4624
accounts with aggregate exposures of
Rs.2,64,854 crores.

L.8.4 Management Audit

The Management Audit focusses on the
effectiveness of risk management in the processes
and the procedures followed in the Bank and uses
RBI Risk Profile Templates as the basis. The
Management Audit universe comprises
Corporate Centres Establishments; Circles/Zonal
Offices/On Locale Regional Offices/Regional
Business Offices; Associate Banks; Subsidiaries
(Domestic/Foreign); Joint Ventures (Domestic/
Foreign), Regional Rural Banks (RRBs)
sponsored by the Bank; Representative Offices
abroad and Exchange companies managed by
Bank. During the year, Management Audit was
conducted at 25 offices /establishments.

L.8.5 Foreign Offices Audit

I&MA Department supervises internal audit of all
foreign offices of the Bank, namely:

(a) Home Office Audit carried out by officials
identified by I&MA Department.

(b) Internal Audit conducted either by an official
of the Bank or by an outsourced firm of that
country, where foreign office is located.

(c) Management Audit of Representative Offices,
Joint Ventures and Subsidiaries.

During the year, 23 Foreign Offices/Representative
Offices / Subsidiaries were subjected to audit.

L.9 Vigilance

The Vigilance Department in the Bank is headed
by the Chief Vigilance Officer appointed with the
concurrence of the Ministry of Finance and
Central Vigilance Commission. At each Local
Head Office, the Vigilance Department is headed
by a senior official of the rank of Deputy General
Manager. The Department is manned by officers
having knowledge/background of investigation,
disciplinary action matters and extensive
experience in banking operations. The
Department oversees three primary aspects of
vigilance viz. prevention, detection and

N.

punishment. The Bank has a zero tolerance policy
for fraud, corruption and financial irregularities
and encourages “Whistle blowing” as a matter of
corporate culture.

. BUSINESS INTELLIGENCE DEPARTMENT

The Business Intelligence Department in the
Bank constantly assesses, upgrades and fine
tunes the growing information requirements of
various user departments and business units.
The information takes care of both decision
support as well as statutory requirements. The
Data Warehousing Project, designed to be a
single source for all data requirements, is also
progressing satisfactorily.

CUSTOMER SERVICE & COMMUNITY
SERVICES BANKING

N.1CUSTOMER SERVICE

On July 01 2008, the Bank unveiled its new Vision
statement which contains the distilled essence of the
views of over 1,40,000 staff who participated in a
unique exercise conceptualized and conducted by
Human Resource Management Department to re-
define the Bank’s Mission, Vision and Values. The
staff, who displayed understanding of the challenges
of achieving excellent customer service which alone
will enable the Bank to continue to maintain its
leadership position in future, were overwhelmingly
of the opinion that the Bank’s vision should focus
primarily on customer service. The Vision statement-

‘My SBI,
My Customer first.
My SBI: First in customer satisfaction.’

appropriately reflects this view of our staff and
shall be the guiding principle for the Bank’s plans,
activities and strategies.

The Bank has a well established grievances
redressal mechanism. Toll-free helpline numbers
are available at all LHO centres. For product
enquiries and technology related issues, a
dedicated 24x7 helpline is available to customers.
As a part of BPR initiatives, a Contact Centre has
been established with toll free number for
providing information on products and account
enquiries to customers on 24x7 basis.
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A comprehensive analysis of customer grievances
is done every quarter to identify common systemic
issues that need rectification.

The Customer Service Committee of the Board
reviewed the Bank’s Grievances Redressal Policy
in March 2009 and approved revised policy
incorporating the Bank’s new organizational
structure and instructions on grievances redressal.

N.2COMMUNITY SERVICES BANKING

Apart from the normal banking operations, the
Bank, as a responsible and responsive corporate
citizen, seeks to reinvest part of its profit in
various community welfare projects to improve
the quality of the life of the poor, neglected,
weaker and downtrodden sections of society.

In the financial year 2008-09, the Bank sanctioned
donations amounting to Rs.8.76 crores to various
NGOs/Trusts/Societies for their projects with
social orientation and also to Relief Funds
including the Bihar Flood tragedy.

Under a novel scheme of Adoption of Girl
Children designed by the SBI Ladies Club, over
15,300 poor and destitute girl children were
adopted by various branches throughout the
country to meet their education expenses. The
Club members also personally mentor the
children adopted.

It was a matter of pride that during the current
year, the Bank was awarded Reader’s Digest
“Pegasus Corporate Social Responsibility Award
2007” in recognition of its contribution towards
Rural Community Development.

From the Research & Development Fund, the Bank
extended 100000 Pound Sterling towards the
functioning of an India Observatory and I.G.Patel
Chair at the Asia Research Centre of London
School of Economics, in participation with RBI.

The Bank also approved setting up of a special
cell named “SBI Cell for Public Leadership” in
the prestigious Indian School of Business,
Hyderabad — which is currently ranked 15th
among Global B Schools. The Cell proposes to
undertake research in the area of Leadership in
Public Sector with special reference to PSUs
functioning in India. The proposed project will

not only add to the prestige of the Bank but also
set the standards for holistic leadership and
effective change for public sector organizations.

Miscellaneous

Corporate Communication & Change

Organisational Planning

Right to Information Act (RTI Act 2005)

Human Resources

Business Process Re-engineering

Official Language Department

g |3 |» | =m0 |d |0

Banking Operations Department

O. CORPORATE COMMUNICATION & CHANGE

During the current year, the Mass Internal
Communication Programme named “Parivartan” -
which was rolled out to over 130,000 officers and
clerks last year - was modified, specially
re-designed, and rolled out across the Bank as
“Parivartan II” to cover 44,000 subordinate staff
including drivers, guards, liftmen, messengers,
etc. spreading the message of change,
inclusiveness and empowerment. Over 1000
workshops were held in a record 50 days.

Meanwhile, Parivartan-I was simultaneously rolled
out in all Associate Banks after modifying the
design to make it Associate Bank specific. In all,
over 53000 employees from clerks to senior
management were covered in all Associate Banks
in about 1400 two day workshops. Special two day
workshops were held for the Top Management as
well as the Top Union and Association leaders of
all Associate Banks creating an awareness of their
respective banks vis-a-vis the market and also
sensitizing them on the need for change.

A series of non business HR initiatives were
introduced and monitored in the Bank to bring
about an open, inclusive work culture such as
introduction of rolling shields, recognition
dinners, Best Employee of the Month, Best RM,
monetary incentives, inclusive Town Hall
meetings with Union and Association leaders,
Open House hours for all staff with Circle
Management Committee (CMC), etc.
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