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L. BUSINESS INTELLIGENCE

MIS in the Bank is being constantly assessed,
upgraded and fine tuned to cater to the growing
information requirements of various user
departments and operational units. A Data
Warehousing Project conceived as a single source
for all data required for support in decision
making, analysis, forecast and reporting is
under progress.

M.1 Customer Service:

The Bank strongly believes that customer service
will be the most important factor in maintaining and
improving its leadership in India’s Banking Industry.
The Bank took several initiatives during the year to
enhance awareness among staff on the importance
of good customer service in enhancing market share
and business growth. The training programmes for
staff were revamped to focus on marketing,
attitudinal changes, business strategies and goals.
All the staff of the Bank were exposed to a training
programme called “Parivartan” (Transformation).
The Parivartan programme has been successful in
bringing about attitudinal changes in employees at
most of the branches.

Open customer meets were conducted regularly at
all important centres. The Bank’s customers,
staff and senior Officials freely interacted at
these meets on issues relating to customer grievances
and service.

The Bank’s toll free Helpline number (1800 112 211)
offers comprehensive product information to retail
customers apart from being available 24x7 for
enqiries and grievances relating to alternate
channels. Besides, the Bank has dedicated helpline
numbers available at all its 14 Local Head Offices
for grievance redressal. A comprehensive analysis
of customer grievances is done every quarter to
identify common systemic issues that need
rectification.

M.2 Community 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 life of the poor, neglected, weaker and
downtrodden sections of society.

In the financial year 2007-08, the Bank made
donations aggregating Rs. 8.11 crore to various Relief
Funds and also to NGOs / Trusts / Societies for their
projects with social orientation. In recognition of its

contribution to Rural Community Development, the
Bank was awarded the prestigious Reader’s Digest
Pegasus Corporate Social Responsibilities Award
2007. Infact, it was the only Bank to have received
this recognition.

Under a new scheme named ‘Adoption of the Girl
Child’ over 8,300 poor girl children have been
adopted by various branches throughout the country
to meet their personal and educational expenses. This
is not merely a financial assistance scheme but offers
emotional and psychological support to the ‘adopted
girls’ due to the active involvement and care of the
SBI Ladies Clubs.

From the Research and Development Fund, the Bank
has so far extended Rs.6.61 crore as research grants
to 71 chairs/ research projects at various Universities
and Academic institutions. For the current year SBI
has extended 100000 Sterling Pounds to London
School of Economics for establishing an India
Observatory and I.G.Patel Chair at their Asia Research
Centre in participation with RBI.

Miscellaneous

Corporate Communication & Change

Organisational Planning
Right to Information Act (RTI Act 2005)

Human Resources Management

Business Process re-engineering

»w|xnW|O|T |0 |2

Official Language

N. CORPORATE COMMUNICATION & CHANGE

During the vyear, the first Mass Internal
Communication Programme named "Parivartan" was
rolled out across the Bank. Over 3300 inclusive Two
Day workshops were conducted by over 360 specially
trained Trainers in a span of 100 days covering
1,30,000 employees. Never in the history of the bank
had so many been trained in so short a time. The
workshops caught the imagination of all employees
and unleashed a new positive energy.

A professional Study conducted by Xavier Institute
of Management, Bhubaneswar, found that
Parivartan had brought about a perceptible positive
change in each of the 25 identified Customer
Service parameters.

As a part of the Transformation process, special brain
storming Conclaves were held for the Top
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