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‡ãŠã ‚ãã‡ãŠÊã¶ã ¼ããè ãä‡ãŠ¾ãã •ãã¦ãã Öõý ÌãÓãÃ ‡ãñŠ ªãõÀã¶ã, Á. 2,64,854
‡ãŠÀãñü¡ ‡ãñŠ ‡ãìŠÊã ¨ãÉ¥ããò ÌããÊãñ 4624 Œãã¦ããò ‡ãŠãè 289 ÍããŒãã‚ããò ½ãò
‡ãŠã¾ãÃ-Ô©ãÊã ¹ãÀ Öãè ¨ãÉ¥ã ÊãñŒãã-¹ãÀãèàãã ‡ãŠãè ØãƒÃý

Ÿ.8.4 ¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã

¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã ‡ãñŠ ‚ãâ¦ãØãÃ¦ã ºãö‡ãŠ ½ãò ÊããØãî ¹ãÆãä‰ãŠ¾ãã‚ããò †Ìãâ
‡ãŠã¾ãÃãäÌããä£ã¾ããò ½ãò •ããñãäŒã½ã ¹ãÆºãâ£ã¶ã ‡ãŠãè ¹ãÆ¼ããÌãÍããèÊã¦ãã ¹ãÀ £¾ãã¶ã ãäª¾ãã
•ãã¦ãã Öõ ‚ããõÀ ‚ãã£ããÀ ‡ãñŠ Â¹ã ½ãò ¼ããÀ¦ããè¾ã ãäÀû•ãÌãÃ ºãö‡ãŠ •ããñãäŒã½ã
½ãã¹ãªâ¡ãò ‡ãŠã „¹ã¾ããñØã ãä‡ãŠ¾ãã •ãã¦ãã Öõý ¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã ‡ãŠãè
¹ããäÀãä£ã ½ãò Ôã¼ããè ãä¶ã¾ãâ¨ã‡ãŠ/¹ãÆÍããÔããä¶ã‡ãŠ ‡ãŠã¾ããÃÊã¾ã, ÔãÖ¾ããñØããè ºãö‡ãŠ,
‚ã¶ãìÓãâãäØã¾ããú (ªñÍããè/ãäÌãªñÍããè), Ôãâ¾ãì‡ã‹¦ã „²ã½ã (ªñÍããè/ãäÌãªñÍããè), ºãö‡ãŠ
´ãÀã ¹ãÆã¾ããñãä•ã¦ã àãñ̈ ããè¾ã ØãÆã½ããè¥ã ºãö‡ãŠ (‚ããÀ‚ããÀºããè), ãäÌãªñÍã ãäÔ©ã¦ã
¹ ã Æ ã ä ¦ ã ã ä ¶ ã ã ä £ ã  ‡ ã Š ã ¾ ã ã Ã Ê ã ¾ ã  ‚ ã ã õ À  º ã ö ‡ ã Š  ´ ã À ã  ¹ ã Æ º ã â £ ã  ‡ ã Š ã è  Ø ã ƒ Ã  † ‡ ã ‹ Ô ã Þ ã ò • ã
‡ ã â Š ¹ ã ã ä ¶ ã ¾ ã ã â  Í ã ã ã ä ½ ã Ê ã  Ö ã ñ ¦ ã ã è  Ö ö ý  Ì ã Ó ã Ã  ‡ ã ñ Š  ª ã õ À ã ¶ ã ,  2 5  ‡ ã Š ã ¾ ã ã Ã Ê ã ¾ ã ã ò /
ÔãâÔ©ãã¹ã¶ãã‚ããò ½ãò ¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã ÔãâÞãããäÊã¦ã ‡ãŠãè ØãƒÃý

Ÿ.8.5 ãäÌãªñÍã ãäÔ©ã¦ã ‡ãŠã¾ããÃÊã¾ããò ‡ãŠãè ÊãñŒãã-¹ãÀãèàãã

ãä¶ãÀãèàã¥ã †Ìãâ ¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã ãäÌã¼ããØã ºãö‡ãŠ ‡ãñŠ Ôã¼ããè ãäÌãªñÍã ãäÔ©ã¦ã
‡ãŠã¾ããÃÊã¾ããò ‡ãŠãè ‚ããâ¦ããäÀ‡ãŠ ÊãñŒãã-¹ãÀãèàãã ‡ãŠã ¹ã¾ãÃÌãñàã¥ã ‡ãŠÀ¦ãã Öõ, ‚ã©ããÃ¦ã:

(‡ãŠ) ãä¶ãÀãèàã¥ã †Ìãâ ¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàãã ãäÌã¼ããØã ´ãÀã ‚ããä¼ããä¶ã£ããÃãäÀ¦ã
ãä‡ãŠ† Øã† ‚ããä£ã‡ãŠããäÀ¾ããò ´ãÀã ‡ãŠãè ØãƒÃ ½ãîÊã ‡ãŠã¾ããÃÊã¾ã (Öãñ½ã
‚ãããä¹ãŠÔã) ÊãñŒãã-¹ãÀãèàããý

(Œã) ‚ããâ¦ããäÀ‡ãŠ ÊãñŒãã-¹ãÀãèàãã ¾ãã ¦ããñ ºãö‡ãŠ ‡ãñŠ ãä‡ãŠÔããè ‚ããä£ã‡ãŠãÀãè
´ãÀã ¾ãã „Ôã ªñÍã ‡ãŠãè ºããÖÀ Ôãñ ãä¶ã¾ãì‡ã‹¦ã ãä‡ãŠÔããè ¹ãŠ½ãÃ ´ãÀã
‡ãŠãè •ãã¦ããè Öõý

(Øã) ¹ãÆãä¦ããä¶ããä£ã ‡ãŠã¾ããÃÊã¾ããò, Ôãâ¾ãì‡ã‹¦ã „²ã½ããò ‚ããõÀ ‚ã¶ãìÓãâãäØã¾ããò ‡ãŠãè
¹ãÆºãâ£ã¶ã ÊãñŒãã-¹ãÀãèàããý

ÌãÓãÃ ‡ãñŠ ªãõÀã¶ã 23 ãäÌãªñÍã ãäÔ©ã¦ã ‡ãŠã¾ããÃÊã¾ããò/¹ãÆãä¦ããä¶ããä£ã ‡ãŠã¾ããÃÊã¾ããò/
‚ã¶ãìÓãâãäØã¾ããò ‡ãŠãè ÊãñŒãã-¹ãÀãèàãã ‡ãŠãè ØãƒÃý

Ÿ.9 Ôã¦ã‡ãÃŠ¦ãã

ºãö‡ãŠ ½ãò Ôã¦ã‡ãÃŠ¦ãã ãäÌã¼ããØã ‡ãŠã ¹ãÆ½ãìŒã ãäÌã¦¦ã ½ãâ̈ ããÊã¾ã ‚ããõÀ ‡ãñŠ¶³ãè¾ã
Ôã¦ã‡ãÃŠ¦ãã ‚ãã¾ããñØã ‡ãŠãè ÔãÖ½ããä¦ã Ôãñ ãä¶ã¾ãì‡ã‹¦ã ½ãìŒ¾ã Ôã¦ã‡ãÃŠ¦ãã ‚ããä£ã‡ãŠãÀãè
Öãñ¦ãã Öõ ý ¹ãÆ¦¾ãñ‡ãŠ Ô©ãã¶ããè¾ã ¹ãÆ£ãã¶ã ‡ãŠã¾ããÃÊã¾ã ½ãò Ôã¦ã‡ãÃŠ¦ãã ãäÌã¼ããØã
‡ãŠã ¹ãÆ½ãìŒã „¹ã ½ãÖã¹ãÆºãâ£ã‡ãŠ ‡ãŠãè Ñãñ¥ããè ‡ãŠã †‡ãŠ ÌããäÀÓŸ ‚ããä£ã‡ãŠãÀãè
Öãñ¦ãã Öõý ºãöãä‡ãâŠØã ¹ããäÀÞããÊã¶ããò ½ãò •ããâÞã-¹ãü¡¦ããÊã, ‚ã¶ãìÍããÔããä¶ã‡ãŠ
‡ãŠãÀÃÌããƒÃ ½ãã½ãÊããò ‡ãŠãè •ãã¶ã‡ãŠãÀãè/¹ãðÓŸ¼ãîãä½ã ‚ããõÀ ãäÌãÔ¦ãð¦ã ‚ã¶ãì¼ãÌã
ÀŒã¶ãñ ÌããÊãñ ‚ããä£ã‡ãŠããäÀ¾ããò ‡ãŠãñ ƒÔã ãäÌã¼ããØã ½ãò ¹ãªÔ©ã ãä‡ãŠ¾ãã •ãã¦ãã
Öõý ¾ãÖ ãäÌã¼ããØã Ôã¦ã‡ãÃŠ¦ãã ‡ãñŠ ¦ããè¶ã ¹ãÆã©ããä½ã‡ãŠ ¹ãàããò, ‚ã©ããÃ¦ã ãä¶ãÌããÀ¥ã,
Œããñ•ã ‚ããõÀ ª¥¡ ‡ãŠã ¹ã¾ãÃÌãñàã¥ã ‡ãŠÀ¦ãã Öõý ºãö‡ãŠ ½ãò £ããñŒãã£ãü¡ãè,
¼ãÆÓ›ãÞããÀ ‚ããõÀ ãäÌã¦¦ããè¾ã ‚ããä¶ã¾ããä½ã¦ã¦ãã‚ããò ‡ãŠã ¹ãî¥ãÃ¦ã¾ãã ¹ãÆãä¦ãÀãñ£ã

‡ãŠÀ¶ãñ ÌããÊããè ¶ããèãä¦ã Öõý ‡ãŠãÀ¹ããñÀñ› ÔãâÔ‡ãðŠãä¦ã ‡ãñŠ ‚ãâ¦ãØãÃ¦ã `½ãìŒããäºãÀãò'
‡ãŠã „¦ÔããÖÌã£ãÃ¶ã ãä‡ãŠ¾ãã •ãã¦ãã Öõý

¡. Ì¾ãÌãÔãã¾ã ‚ããÔãîÞã¶ãã ãäÌã¼ããØã

• ºãö‡ãŠ ½ãò Ì¾ãÌãÔãã¾ã ‚ããÔãîÞã¶ãã ãäÌã¼ããØã ãäÌããä¼ã¸ã ¹ãÆ¾ããñ‡ã‹¦ãã ãäÌã¼ããØããò ‚ããõÀ
Ì ¾ ã Ì ã Ô ã ã ¾ ã  ƒ ‡ ã Š ã ƒ ¾ ã ã ò  ‡ ã Š ã è  Ô ã î Þ ã ¶ ã ã  ‡ ã Š ã è  º ã ü ¤ ¦ ã ã è  ‚ ã ã Ì ã Í ¾ ã ‡ ã Š ¦ ã ã ‚ ã ã ò  ‡ ã ñ Š
‚ã¶ãìÂ¹ã ÔãîÞã¶ãã ‡ãŠã ãä¶ãÀâ¦ãÀ ‚ãã£ããÀ ¹ãÀ ‚ãã‡ãŠÊã¶ã, ‡ãŠãñãä›-„¸ã¾ã¶ã
‚ ã ã õ À  ¹ ã ã ä À Ó ‡ ã Š ã À  ‡ ã Š À ¦ ã ã  Ö õ ý  Ô ã î Þ ã ¶ ã ã  ½ ã ò  ã ä ¶ ã ¥ ã Ã ¾ ã  Ô ã Ö ã ¾ ã ¦ ã ã  ‚ ã ã õ À
Ô ã ã â ã ä Ì ã ã ä £ ã ‡ ã Š  ‚ ã ¹ ã ñ à ã ã ‚ ã ã ò  ª ã ñ ¶ ã ã ò  ‡ ã Š ã  £ ¾ ã ã ¶ ã  À Œ ã ã  • ã ã ¦ ã ã  Ö õ ý  ¡ ã › ã
Ì ã ñ ¾ ã À Ö ã „ ã ä Ô ã â Ø ã  ¹ ã Æ ã ñ • ã ñ ‡ ã ‹ ›  ‡ ã Š ã  ‡ ã Š ã ¾ ã Ã  ¼ ã ã è  Ô ã â ¦ ã ã ñ Ó ã • ã ¶ ã ‡ ã Š  ¤ â Ø ã  Ô ã ñ  Þ ã Ê ã
À Ö ã  Ö õ ý  ƒ Ô ã  ¹ ã Æ ã ñ • ã ñ ‡ ã ‹ ›  ‡ ã Š ã ñ  Ô ã ¼ ã ã è  ¹ ã Æ ‡ ã Š ã À  ‡ ã ñ Š  ‚ ã ã â ‡ ã Š ü ¡ ã ò  ‡ ã ñ Š  † ‡ ã Š Ê ã
Õããñ¦ã ‡ãñŠ Â¹ã ½ãò ¦ãõ¾ããÀ ãä‡ãŠ¾ãã Øã¾ãã Öõý

¤. ØãÆãÖ‡ãŠ ÔãñÌãã †Ìãâ Ôãã½ãããä•ã‡ãŠ ÔãñÌãã ºãââõãå‡ãŠØã

¤.1 ØãÆãÖ‡ãŠ ÔãñÌãã

• ãäª¶ããâ‡ãŠ 01 •ãìÊããƒÃ 2008 ‡ãŠãñ, ºãö‡ãŠ ¶ãñ ‚ã¹ã¶ãã ¶ã¾ãã ãäÌã•ã¶ã ‡ãŠ©ã¶ã
‚ã¶ããÌãð¦ã ãä‡ãŠ¾ãã Öõ ãä•ãÔã½ãò 1,40,000 Ôãñ ‚ããä£ã‡ãŠ „¶ã Ô›ã¹ãŠ
ÔãªÔ¾ããò ‡ãñŠ ãäÌãÞããÀãò ‡ãŠã ¹ããäÀÓ‡ãðŠ¦ã ÔããÀ Ôã½ãããäÌãÓ› Öõ ãä•ã¶Öãò¶ãñ ºãö‡ãŠ
‡ãñŠ ãä½ãÍã¶ã, ãäÌã•ã¶ã ‚ããõÀ ½ãîÊ¾ããò ‡ãŠãñ ¹ãì¶ã: ¹ããäÀ¼ãããäÓã¦ã ‡ãŠÀ¶ãñ ‡ãñŠ
ãäÊã† ½ãã¶ãÌã ÔãâÔãã£ã¶ã ¹ãÆºãâ£ã¶ã ãäÌã¼ããØã ´ãÀã Ôãâ‡ãŠãäÊ¹ã¦ã †Ìãâ ÔãâÞãããäÊã¦ã
†‡ãŠ ‚ã¶ãîŸñ ÔãÌãóàã¥ã ½ãò ¼ããØã ãäÊã¾ãã ©ããý „¦‡ãðŠÓ› ØãÆãÖ‡ãŠ ÔãñÌãã,
ãä•ãÔã‡ãñŠ ‚ãã£ããÀ ¹ãÀ Öãè ºãö‡ãŠ ¼ããäÌãÓ¾ã ½ãò ‚ã¹ã¶ãã ‚ãØãÆ¥ããè Ô©ãã¶ã ‡ãŠã¾ã½ã
ÀŒã Ôã‡ãŠ¦ãã Öõ, ‡ãŠãè Þãì¶ããõãä¦ã¾ããò ‡ãŠãñ ãä•ã¶ã Ô›ã¹ãŠ ÔãªÔ¾ããò ¶ãñ Ôã½ã¢ãã
Öõ, „¶Öãò¶ãñ ƒÔã ‚ããä¼ã½ã¦ã ¹ãÀ ‚ã¦¾ããä£ã‡ãŠ ºãÊã ãäª¾ãã Öõ ãä‡ãŠ ºãö‡ãŠ
‡ãŠã ãäÌã•ã¶ã ½ãìŒ¾ã Â¹ã Ôãññ ØãÆãÖ‡ãŠ ÔãñÌãã ¹ãÀ ‡ãòŠãä³¦ã Öãñ¶ãã ÞãããäÖ†ý
¾ãÖ ãäÌã•ã¶ã ‡ãŠ©ã¶ã Öõ-

`½ãñÀã ¼ããÀ¦ããè¾ã Ô›ñ› ºãö‡ãŠ,

½ãñÀã ØãÆãÖ‡ãŠ ÔãÌããó¹ããäÀý

½ãñÀã SBI : ØãÆãÖ‡ãŠ Ôãâ¦ãìãäÓ› ½ãò ¹ãÆ©ã½ãý'

ƒÔã½ãò Ö½ããÀñ Ô›ã¹ãŠ ‡ãñŠ „‡ã‹¦ã ãäÌãÞããÀ ‡ãŠãè Ô¹ãÓ› ¢ãÊã‡ãŠ ãä½ãÊã¦ããè
Öõý ¾ãÖ ºãö‡ãŠ ‡ãŠãè ¾ããñ•ã¶ãã‚ããò, Øããä¦ããäÌããä£ã¾ããò ‚ããõÀ ‡ãŠã¾ãÃ¶ããèãä¦ã¾ããò ‡ãñŠ
ãäÊã† ½ããØãÃªÍãÃ‡ãŠ ÖãñØããý

• ºãö‡ãŠ ½ãò †‡ãŠ ÔãìÔ©ãããä¹ã¦ã ãäÍã‡ãŠã¾ã¦ã ãä¶ãÌããÀ¥ã ¹ãÆ¥ããÊããè ãäÌã²ã½ãã¶ã Öõý
Ô©ãã¶ããè¾ã ¹ãÆ£ãã¶ã ‡ãŠã¾ããÃÊã¾ã ÌããÊãñ Ôã¼ããè ‡ãñŠ¶³ãò ½ãò ›ãñÊã ¹ãÆŠãè ÖñÊ¹ãÊããƒ¶ã
¶ã½ºãÀ „¹ãÊãº£ã Öâõý „¦¹ããª Ôãâºãâ£ããè ¹ãîœ¦ããœ ‚ããõÀ ¹ãÆãõ²ããñãäØã‡ãŠãè Ôãñ
Ôãâºãâãäâ£ã¦ã ãäÌãÓã¾ããò ‡ãñŠ ãäÊã† †‡ãŠ ‚ãÊãØã 24x7 ÖñÊ¹ãÊããƒ¶ã ØãÆãÖ‡ãŠãò
‡ãñŠ ãäÊã† Ô©ãããä¹ã¦ã ‡ãŠãè ØãƒÃ Öõý ºããè¹ããè‚ããÀ ¹ãÖÊããò ‡ãñŠ ‚ãâ¦ãØãÃ¦ã 24x7
û‡ãñŠ ‚ãã£ããÀ ¹ãÀ ØãÆãÖ‡ãŠãò ‡ãŠãñ „¦¹ããª Ôãâºãâ£ããè •ãã¶ã‡ãŠãÀãè ¹ãÆªã¶ã ‡ãŠÀ¶ãñ
‚ããõÀ Œãã¦ãñ Ôãâºãâ£ããè ¹ãîœ¦ããœ ‡ãñŠ ãäÊã† ›ãñÊã ¹ãÆŠãè ¶ã½ºãÀ ‡ãñŠ Ôãã©ã
†‡ãŠ Ôãâ¹ã‡ãÃŠ ‡ãñŠ¶³ ¼ããè Ô©ãããä¹ã¦ã ãä‡ãŠ¾ãã Øã¾ãã Öõý ¹ãÆ¦¾ãñ‡ãŠ ãä¦ã½ããÖãè
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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

punishment. The Bank has a zero tolerance policy

for fraud, corruption and financial irregularities

and encourages “Whistle blowing” as a matter of

corporate culture.

M. 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.

N. 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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½ãò ØãÆãÖ‡ãŠ ãäÍã‡ãŠã¾ã¦ããò ‡ãŠã Ì¾ãã¹ã‡ãŠ ãäÌãÍÊãñÓã¥ã ãä‡ãŠ¾ãã •ãã¦ãã Öõ ãä•ãÔãÔãñ
Ì¾ãÌãÔ©ãã Ôãâºãâ£ããè †ñÔãñ Ôãã½ãã¶¾ã ãäÌãÓã¾ããò ‡ãŠã ¹ã¦ãã ÊãØãã¾ãã •ãã Ôã‡ãñŠ
ãä•ã¶ã½ãò Ôãì£ããÀ ‡ãŠãè ‚ããÌãÍ¾ã‡ãŠ¦ãã Öõý

• ºããñ¡Ã ‡ãŠãè ØãÆãÖ‡ãŠ ÔãñÌãã Ôããä½ããä¦ã ¶ãñ ºãö‡ãŠ ‡ãŠãè ãäÍã‡ãŠã¾ã¦ã ãä¶ãÌããÀ¥ã
¶ããèãä¦ã ‡ãŠãè ½ããÞãÃ 2009 ½ãò Ôã½ããèàãã ‡ãŠãè ‚ããõÀ ºãö‡ãŠ ‡ãŠãè ¶ãƒÃ
ÔãâØãŸ¶ãã¦½ã‡ãŠ ÔãâÀÞã¶ãã ‡ãñŠ ‚ã¶ãìÂ¹ã ÔãâÍããñãä£ã¦ã ¶ããèãä¦ã ‚ã¶ãì½ããñãäª¦ã ‡ãŠãè
‚ããõÀ ãäÍã‡ãŠã¾ã¦ã ãä¶ãÌããÀ¥ã Ôãâºãâ£ããè ‚ã¶ãìªñÍã •ããÀãè ãä‡ãŠ†ý

¤.2 Ôãã½ãããä•ã‡ãŠ ÔãñÌãã ºãöãä‡ãâŠØã

• Ôãã½ãã¶¾ã ºãöãä‡ãâŠØã ¹ããäÀÞããÊã¶ããò ‡ãñŠ ‚ãÊããÌãã, ºãö‡ãŠ †‡ãŠ ãä•ã½½ãñªãÀ †Ìãâ
•ãºããÌãªñÖ ‡ãŠãÀ¹ããñÀñ› ¶ããØããäÀ‡ãŠ ‡ãñŠ Â¹ã ½ãò ‚ã¹ã¶ãñ Êãã¼ã ‡ãŠñ ‡ãìŠœ
¼ããØã ‡ãŠã Ôã½ãã•ã ‡ãñŠ ãä¶ã£ãÃ¶ã, „¹ãñãäàã¦ã, ‡ãŠ½ã•ããñÀ ‚ããõÀ ãä¶ãÞãÊãñ ÌãØããô
‡ãŠã •ããèÌã¶ã Ô¦ãÀ ºãñÖ¦ãÀ ºã¶ãã¶ãñ ‡ãñŠ ãäÊã† ãäÌããä¼ã¸ã Ôã½ãã•ã ‡ãŠÊ¾ãã¥ã
¹ããäÀ¾ããñ•ã¶ãã‚ããò ½ãò ¹ãì¶ããä¶ãÃÌãñÍã ‡ãŠÀ¦ãã Öõý

• ãäÌã¦¦ããè¾ã ÌãÓãÃ 2008-09 ½ãò ºãö‡ãŠ ¶ãñ ØãõÀ-ÔãÀ‡ãŠãÀãè ÔãâØãŸ¶ããò/
¶¾ãããäÔã¾ããò/ÔããñÔãã¾ããä›¾ããò ‡ãŠãñ Ôã½ãã•ããñ¶½ãìŒã ¹ããäÀ¾ããñ•ã¶ãã‚ããò ‡ãñŠ ãäÊã†
‚ããõÀ ãäºãÖãÀ ºããü¤ ¨ããÔãªãè ÔããäÖ¦ã ÀãÖ¦ã ¹ãŠ¥¡ãò ½ãò ¼ããè ‡ãìŠÊã
Á. 8.76 ‡ãŠÀãñü¡ ‡ãñŠ ªã¶ã ÔãâÔÌããè‡ãðŠ¦ã ãä‡ãŠ† Ööý

• †Ôãºããè‚ããƒ ½ããäÖÊãã ‡ã‹Êãºã ´ãÀã ¦ãõ¾ããÀ ‡ãŠãè ØãƒÃ ºãããäÊã‡ãŠã Øããñª Êãñ¶ãñ
‡ãŠãè †‡ãŠ ‚ããä¼ã¶ãÌã ¾ããñ•ã¶ãã ‡ãñŠ ‚ãâ¦ãØãÃ¦ã, ªñÍã ¼ãÀ ½ãò ãäÌããä¼ã¸ã
ÍããŒãã‚ããò ´ãÀã 15,300 Ôãñ ‚ããä£ã‡ãŠ ØãÀãèºã †Ìãâ ‚ã¶ãã©ã ºãããäÊã‡ãŠã‚ããò
‡ãŠãñ Øããñª ãäÊã¾ãã Øã¾ãã, ãä•ãÔãÔãñ „¶ã‡ãñŠ ãäÍãàãã ŒãÞããô ‡ãŠãñ ¹ãîÀã ãä‡ãŠ¾ãã
•ãã Ôã‡ãñŠý ‡ã‹Êãºã ÔãªÔ¾ãã†â Øããñª Êããè ØãƒÃ ºãããäÊã‡ãŠã‚ããò ‡ãŠãñ Ì¾ããä‡ã‹¦ãØã¦ã
Â¹ã Ôãñ ¼ããè ¹ãÀã½ãÍãÃ ªñ¦ããè Ööý

• ¾ãÖ †‡ãŠ ØãÌãÃ ‡ãŠã ãäÌãÓã¾ã Öõ ãä‡ãŠ ÞããÊãî ÌãÓãÃ ‡ãñŠ ªãõÀã¶ã ØãÆã½ããè¥ã Ôã½ãã•ã
‡ãŠñ ãäÌã‡ãŠãÔã ‡ãñŠ ãäÊã† ãä‡ãŠ† Øã† ¾ããñØãªã¶ã ‡ãŠãñ ÔÌããè‡ãŠãÀ ‡ãŠÀ¦ãñ Öì†
ºãö‡ãŠ ‡ãŠãñ Àãè¡ÔãÃ ¡ãƒ•ãñÔ› ´ãÀã ‚ã¹ã¶ãã `¹ãñØããÔãÔã ÔãÌãÃÑãñÓŸ ‡ãŠãÀ¹ããñÀñ›
Ôãã½ãããä•ã‡ãŠ ªããä¾ã¦Ìã ãä¶ãÌããÃÖ‡ãŠ¦ããÃ ¹ãìÀÔ‡ãŠãÀ-2007 ãäª¾ãã Øã¾ããý

• ‚ã¶ãìÔãâ£ãã¶ã †Ìãâ ãäÌã‡ãŠãÔã ãä¶ããä£ã Ôãñ, ºãö‡ãŠ ¶ãñ ¼ããÀ¦ããè¾ã ãäÀû•ãÌãÃ ºãö‡ãŠ ‡ãŠãè ÔãÖ¼ãããäØã¦ãã
Ôãñ Êãâª¶ã Ô‡ãîŠÊã ‚ãã¹ãŠ ƒ‡ã‹¶ãããä½ã‡ã‹Ôã ‡ãñŠ †ãäÍã¾ãã ‚ã¶ãìÔãâ£ãã¶ã ‡ãñŠ¶³ ½ãò †‡ãŠ
¼ããÀ¦ããè¾ã ¹ãÆñàããØãðÖ ‚ããõÀ ‚ããƒ.•ããè. ¹ã›ñÊã ¹ããèŸ ‡ãŠã ‡ãŠã¾ãÃ Ôãâ¹ã¸ã ‡ãŠÀ¶ãñ ‡ãñŠ
ãäÊã† 1,00,000 ¹ããõ¥¡ Ô›ãäÊãÄØã ¹ãÆªã¶ã ãä‡ãŠ†ý

• ºãö‡ãŠ ¶ãñ ¹ãÆãä¦ããäÓŸ¦ã ƒâãä¡¾ã¶ã Ô‡ãîŠÊã ‚ããù¹ãŠ ãäºã•ã¶ãñÔã, ÖõªÀãºããª ½ãò
`ÔãÀ‡ãŠãÀãè ¶ãñ¦ãð¦Ìã ‡ãñŠ ãäÊã† †Ôãºããè‚ããƒ ‡ãŠàã' ¶ãã½ã‡ãŠ †‡ãŠ ãäÌãÍãñÓã
‡ãŠàã Ô©ãããä¹ã¦ã ‡ãŠÀ¶ãã ¼ããè ÔÌããè‡ãŠãÀ ãä‡ãŠ¾ãã Öõý ƒÔã Ôã½ã¾ã ¾ãÖ Ô‡ãîŠÊã
ãäÌãÍÌã ¼ãÀ ‡ãñŠ Ì¾ãÌãÔãã¾ã Ô‡ãîŠÊããò ½ãò 15Ìãò Ô©ãã¶ã ¹ãÀ Öõý ƒÔã ‡ãŠàã
‡ãŠã ¼ããÀ¦ã ½ãò ‡ãŠã¾ãÃÀ¦ã ÔãÀ‡ãŠãÀãè àãñ̈ ã ‡ãñŠ „¹ã‰ãŠ½ããò ‡ãñŠ ãäÊã† ãäÌãÍãñÓã
Â¹ã Ôãñ ÔãÀ‡ãŠãÀãè àãñ̈ ã ½ãò ¶ãñ¦ãð¦Ìã ‡ãŠã ãäÌã‡ãŠãÔã ‡ãŠÀ¶ãñ ‡ãñŠ àãñ̈ ã ½ãò
‚ã¶ãìÔãâ£ãã¶ã ‡ãŠã¾ãÃ ÍãìÂ ‡ãŠÀ¶ãñ ‡ãŠã ¹ãÆÔ¦ããÌã Öõý ¹ãÆÔ¦ãããäÌã¦ã ¹ããäÀ¾ããñ•ã¶ãã
Ôãñ ¶ã ‡ãñŠÌãÊã ºãö‡ãŠ ‡ãŠãè ¹ãÆãä¦ãÓŸã ½ãò Ìãðãä® ÖãñØããè ‚ããä¹ã¦ãì ¾ãÖ ÔãÀ‡ãŠãÀãè

àãñ̈ ã ‡ãñŠ ÔãâØãŸ¶ããò ‡ãñŠ ãäÊã† ¼ããÌããè ¶ãñ¦ãð¦Ìã ‚ããõÀ ‡ãŠãÀØãÀ ¹ããäÀÌã¦ãÃ¶ã
‡ãñŠ ½ãã¶ã‡ãŠ ¼ããè Ô©ãããä¹ã¦ã ‡ãŠÀ ¹ãã†Øããý

 ãäÌããäÌã£ã

¥ã ‡ãŠãÀ¹ããñÀñ› Ôãâ¹ãÆñÓã¥ã †Ìãâ ¹ããäÀÌã¦ãÃ¶ã

¦ã ÔãâØãŸ¶ãã¦½ã‡ãŠ ¾ããñ•ã¶ãã

©ã ÔãîÞã¶ãã ‡ãŠã ‚ããä£ã‡ãŠãÀ ‚ããä£ããä¶ã¾ã½ã
(‚ããÀ›ãè‚ããƒ ‚ããä£ããä¶ã¾ã½ã, 2005)

ª ½ãã¶ãÌã ÔãâÔãã£ã¶ã

£ã Ì¾ãÌãÔãã¾ã ¹ãÆãä‰ãŠ¾ãã ¹ãì¶ããäÌãÃ¶¾ããÔã

¶ã Àã•ã¼ããÓãã ãäÌã¼ããØã

¹ã ºãöãä‡ãâŠØã ¹ããäÀÞããÊã¶ã ãäÌã¼ããØã

¥ã. ‡ãŠãÀ¹ããñÀñ› Ôãâ¹ãÆñÓã¥ã †Ìãâ ¹ããäÀÌã¦ãÃ¶ã

• ¹ããäÀÌã¦ãÃ¶ã, Ôã½ãããäÌãÓ›¦ãã ‚ããõÀ ÔãÍããä‡ã‹¦ã‡ãŠÀ¥ã ‡ãŠã ÔãâªñÍã ¹ãÆÔãããäÀ¦ã ‡ãŠÀ¶ãñ
‡ãñŠ ãäÊã† `¹ããäÀÌã¦ãÃ¶ã' ¶ãã½ã Ôãñ †‡ãŠ Ì¾ãã¹ã‡ãŠ ‚ããâ¦ããäÀ‡ãŠ Ôãâ¹ãÆñÓã¥ã ‡ãŠã¾ãÃ‰ãŠ½ã
ãä¹ãœÊãñ ÌãÓãÃ 1,30,000 Ôãñ ‚ããä£ã‡ãŠ ‚ããä£ã‡ãŠããäÀ¾ããò †Ìãâ ãäÊããä¹ã‡ãŠãò ‡ãñŠ
ãäÊã† ‚ãã¾ããñãä•ã¦ã ãä‡ãŠ¾ãã Øã¾ãã ©ããý ÞããÊãî ÌãÓãÃ ‡ãñŠ ªãõÀã¶ã, ƒÔã ‡ãŠã¾ãÃ‰ãŠ½ã
½ãò ÔãâÍããñ£ã¶ã ãä‡ãŠ¾ãã Øã¾ãã ‚ããõÀ ƒÔãñ ãä¹ãŠÀ Ôãñ ¦ãõ¾ããÀ ‡ãŠÀ‡ãñŠ `¹ããäÀÌã¦ãÃ¶ã
II' ¶ãã½ã Ôãñ ‚ãã¾ããñãä•ã¦ã ãä‡ãŠ¾ãã Øã¾ããý ƒÔã½ãò 44,000 Ôãñ ‚ããä£ã‡ãŠ
‚ã£ããè¶ãÔ©ã Ô›ã¹ãŠ - ¡ÈãƒÌãÀ, Øãã¡Ã, ãäÊã¹ã‹›½ãñ¶ã, ÔãâªñÍãÌããÖ‡ãŠ ‚ãããäª
¶ãñ ÔãÖ¼ãããäØã¦ãã ‡ãŠãèý 50 ãäª¶ããò ‡ãŠãè ‚ãÊ¹ã ‚ãÌããä£ã ½ãò 1000 Ôãñ ‚ããä£ã‡ãŠ
‡ãŠã¾ãÃÍããÊãã†â ‚ãã¾ããñãä•ã¦ã ‡ãŠãè ØãƒâÃý

• ƒÔããè ºããèÞã, Ôã¼ããè ÔãÖ¾ããñØããè ºãö‡ãŠãò ½ãò ¼ããè ¹ããäÀÌã¦ãÃ¶ã-I Ôãã©ã-Ôãã©ã
‚ãã¾ããñãä•ã¦ã ãä‡ãŠ¾ãã Øã¾ããý ÔãÖ¾ããñØããè ºãö‡ãŠãò ‡ãŠãè ‚ããÌãÍ¾ã‡ãŠ¦ãã‚ããò ‡ãñŠ
‚ã¶ãìÂ¹ã ƒÔã‡ãŠãè Â¹ãÀñŒãã ½ãò ÔãâÍããñ£ã¶ã ãä‡ãŠ† Øã†ý ƒÔã½ãò ‡ãìŠÊã-
ãä½ãÊãã‡ãŠÀ, ÊãØã¼ãØã 1400 ªãñ ãäªÌãÔããè¾ã ‡ãŠã¾ãÃÍããÊãã‚ããò ½ãò Ôã¼ããè
ÔãÖ¾ããñØããè ºãö‡ãŠãò ‡ãñŠ ãäÊããä¹ã‡ãŠãò Ôãñ Êãñ‡ãŠÀ ÌããäÀÓŸ ¹ãÆºãâ£ã¶ã ¦ã‡ãŠ 53,000
Ôãñ ‚ããä£ã‡ãŠ Ô›ã¹ãŠ ÔãªÔ¾ããò ¶ãñ ÔãÖ¼ãããäØã¦ãã ‡ãŠãèý Ôã¼ããè ÔãÖ¾ããñØããè ºãö‡ãŠãò
‡ãñŠ ÍããèÓãÃ ¹ãÆºãâ£ã¶ã ‚ããõÀ ¾ãîãä¶ã¾ã¶ã †Ìãâ †ÔããñãäÔã†Íã¶ã ‡ãñŠ ÍããèÓãÃ ¶ãñ¦ãð¦Ìã
‡ãñŠ ãäÊã† ¼ããè ªãñ ãäªÌãÔããè¾ã ãäÌãÍãñÓã ‡ãŠã¾ãÃÍããÊãã†â ‚ãã¾ããñãä•ã¦ã ‡ãŠãè ØãƒÃâ
ãä•ãÔãÔãñ „¶Öò ‚ã¹ã¶ãñ ‚ã¹ã¶ãñ ºãö‡ãŠ ‡ãŠãè ºãöãä‡ãâŠØã „²ããñØã ½ãò ãäÔ©ããä¦ã ‚ããõÀ
¹ããäÀÌã¦ãÃ¶ã ‡ãŠãè ‚ããÌãÍ¾ã‡ãŠ¦ãã ‡ãñŠ ¹ãÆãä¦ã ÔãâÌãñª¶ãÍããèÊã ºã¶ãã¾ãã •ãã Ôã‡ãñŠý

• ºãö‡ãŠ ½ãò ‚ã¶ãñ‡ãŠ ØãõÀ-Ì¾ããÌãÔãããä¾ã‡ãŠ ½ãã¶ãÌã ÔãâÔãã£ã¶ã ¹ãÖÊã ‡ãŠãè ØãƒÄ
‚ããõÀ „¶ã‡ãŠãè ¹ãÆØããä¦ã ¹ãÀ ãä¶ãØãÀã¶ããè ÀŒããè ØãƒÃ, ¦ãããä‡ãŠ ºãö‡ãŠ ½ãò
ŒãìÊããè,Ôãã½ãîãäÖ‡ãŠ ‡ãŠã¾ãÃ ÔãâÔ‡ãðŠãä¦ã ãäÌã‡ãŠãäÔã¦ã ‡ãŠãè •ãã Ôã‡ãñŠý ƒ¶ã ¹ãÖÊããò
½ãò ÞãÊã Ìãõ•ã¾ãâ¦ããè, Ôã½½ãã¶ã ÔÌãÂ¹ã Àããä̈ ã¼ããñ•ã ‡ãŠã ‚ãã¾ããñ•ã¶ã, ½ããÖ
‡ãñŠ ÔãÌãÃÑãñÓŸ ‡ãŠ½ãÃÞããÀãè ‡ãŠã Þã¾ã¶ã, ÔãÌãÃÑãñÓŸ àãñ̈ ããè¾ã ¹ãÆºãâ£ã‡ãŠ ‡ãŠã
Ôã½½ãã¶ã, ¹ãÆãñ¦ÔããÖ¶ã ÀããäÍã ‡ãŠã ¼ãìØã¦ãã¶ã, ¾ãîãä¶ã¾ã¶ã †Ìãâ †ÔããñãäÔã†Íã¶ã
¶ãñ¦ãã‚ããò ‡ãñŠ Ôãã©ã ¶ãØãÀ ºãõŸ‡ãŠãò, ½ã¥¡Êã ¹ãÆºãâ£ã¶ã Ôããä½ããä¦ã ‡ãñŠ Ôãã©ã
Ôã¼ããè Ô›ã¹ãŠ ‡ãŠñ ŒãìÊãñ ÞãÞããÃ Ôã¨ã ‚ãããäª ‚ãã¾ããñãä•ã¦ã ãä‡ãŠ† Øã†ý
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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

O Corporate Communication & Change

P Organisational Planning

Q Right to Information Act (RTI Act 2005)

R Human Resources

S Business Process Re-engineering

T Official Language Department

U 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.


