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D.1 Personal Banking Business Unit (PBBU)

*PBBU figures for NBG+RBG

Domestic Business

599,313

5,06,257

4,25,373

61,309 74,662 79,688

31-3-2010 31-3-2011 31-3-2012

B Deposits* @ Advances (Retail excluding Housing Loans)

During the year, PBBU deposits have grown by
393,056 crores with a growth of 18.38%.

The CASA Ratio as on 31.03.2012 is 47.06%.

227 lac new Savings Bank Accounts were opened
during the year ended 31 March 2012.

During the year, the Bank launched a Personal
Accident Insurance Policy on a pilot basis for our
Savings Bank customers at a very competitive cost.
The Bank entered into a tie-up with M/s Thomas
Cook to provide Money Transfer Services Scheme
(MTSS) of M/s Moneygram.

The Bank has been designated as the Point of
Presence (PoP) for conducting business under the
New Pension Scheme (an initiative of the
Government of India).

The Bank is Self Certified Syndicate Member for
ASBA (Application Supported by Blocked Amount)
as per SEBI guidelines, which is being offered
through 1,061 branches in India.

The charges on non-maintenance of Average
Quarterly Balance in Savings Bank Accounts have
been waived.

Only Multi-city Cheques are now being issued to
all P-Segment customers with a uniform limit of
35 lacs.

NRI Services

NRI Deposits grew by 311,486 crores (22%) during
the year and reached a level of ¥ 63,263 crores in
March 2012. NRIs have invested in the schemes
of SBIMF and SBILIFE to the tune of 32,058 crores
during the year. ‘FCNB Premium Account’ which
was launched last year booked business to the
tune of USD 42 mn, GBP 12 mn, Euro 8 mn against
USD 15 mn, GBP 2 mn and Euro 3 mn.

Corporate & Institutional Tie-Ups

The Bank now has customized Special Salary
Packages for employees of Corporates, Defence,

A humble tribute to those
an entire nation banks upon.

0=

Defence Salary Package is a special salary account for the Indian Army,
with several unique features. Similar features available for Pensioners also.

D2.

Para Military, Railways, Central Government, State
Governments as well as Police, which enable a
focused marketing approach. The growth in Salary
Package Accounts has generated a high level of
CASA accounts.

Corporate & Institutional Tie-Ups Salary Package
Particulars  31.03.2011 31.03.2012 YoY
Growth %
in account growth
Defence and

Para Military

accounts 14,82,336 20,18,470 5,36,134 36.17
Other

Accounts 31,25,129 41,57,034 10,31,905 33.02
Total 46,07,465 61,75,504 15,68,039 34.03
CASA

(in Crores) 12,655 16,221 3,566 28.17

Education Loans

SBI Education Loans have grown at 13.2% YoY (as
on March 2012). SBI has a total exposure of
12,566 crores as on March 2012 and is the market
leader with a market share of approximately 25%
amongst ASCB.

Personal Loans

The Personal Loans Portfolio, grew by 3,691
croresin FY' 12. The most notable growth was seen
in Gold Loan which grew by 51.06% in FY' 12.

Auto Loans

SBI Auto Loans maintains its market leadership
in retail car loan financing and enjoys a market
share of 17.51% as on March 2012.

Real Estate Habitat and Housing Development
(RE, H&HD)

Home Loan portfolio of the Bank grew by 312,826
Crores during FY 2011-12 to ¥1,02,739 Crores.
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Chy
0, SMALL & MEDWM ExTERPRISES

NATIONAL AWARDS
MICRO, SMALL & MEDIUM ENTERPRISE

Chie’
2 Profibhg

The Bank received "National Awards for Excellence in MSE
Lending". The President of India Smt. Pratibha Devisingh Patil
presenting the Award to Shri Pratip Chaudhuri, Chairman.

About 2 lacs new Home Loan customers were
added to the portfolio during the same period. Total
Home Loan limits sanctioned during FY 2011-12
were328,036 Crores. State Bank of India continues
to be the No.1 Home Loan player in terms of size
of the Individual Home Loan portfolio — amongst
all players in the Home Loan market. State Bank
of India had a market share of over 26% in Home
Loan levels achieved by Scheduled Commercial
Banks as of 31 March 2012.
FY 2011-12 saw an uptrend in the interest rate
cycle, keeping this in view the following steps were
taken to minimise the possibility of stress arising
from rise in Home Loan rates —
e Maximum repayment tenure for new Home
Loan borrowers increased from 25 to 30 years.
e Extension of repayment tenure up to 5 years
keeping EMI unchanged, subject to maximum
tenure of 35 years.
e Existing borrowers on floating rate loans have
been given a one time option to switchover
to current interest rates by paying a 1%
switchover fee.
A new Home Equity product has been launched
to provide existing home loan customers an option
to leverage their equity in the house to raise
additional loans at low interest rates for meeting
their liquidity requirements. Furthermore,
modifications have been carried out in the Yuva
Home Loan and Maxgain products to extend their

$1,00,000 crore (31 lac crore)

D3.

in home loans to over

20,00,000 happy families.

coverage, so that more customers are able to get
benefitted by the schemes.
Optional Life Insurance cover is available to Home
Loan customers under SBI Suraksha. The customer
has option for selecting a suitable product from
SBI Life namely, RiNn Raksha or Smart Shield policy
at payment of nominal premium. Bank provides
additional loan for payment of premium at similar
terms as applicable to the underlying Home Loan.
Technology initiatives like dashboards for
monitoring of slippages, account tracking centres
etc. have been undertaken towards management
of collections and prevention of fresh slippages.
In order to strengthen Bank’s affordable housing
initiatives, consultations are underway with
consultants for arriving at a suitable methodology
for delivering finance for affordable housing.
SME Business Unit (SMEBU)
During the financial year 2011-12, the advances
under SME Business Unit has registered YoY growth
of 17.40%. The business figures of SME Business
Unit as on 31.03.2012 have remained as under:

(% in Crores)

Particulars As on As on Growth
31.03.2011  31.03.2012

Advances 139470 163745 24274

(17.40%)

Highlights and Initiatives:

Relationship Banking :

Under single window approach, the Bank is offering
relationship banking to SME entrepreneurs. The
strength of Relationship Managers (Medium
Enterprises) was augmented to 510 as on
31.03.2012 and mapped to ME units with credit
limits ¥1.00 crore and above across the country.
Further, to improve credit flow to Micro and Small
Enterprises a new channel of Relationship Managers
(SE), was introduced for MSE units having Credit
limits between 10.00 lacs to 31.00 crore.

Specialized SME Branches :

To provide specialized services to SME
Entrepreneurs, 400 branches having predominant
share of SME advances in their portfolio were
identified for rebranding as “SME BRANCH”.



TIeFe AU 3R Tt fomayor:

e THUHE i gATEHRI AATE AT HAT @ g 3
ST Icqreehal ¥ gfg o avrd § HHT FHT Tk |
YEIATA o 18 § 28 FeAEeU # 379 T 1600 THEAT
amarferd g8 21 o e, SRR o Sefieem
1 GRS AR | Y[® 31 7T Sfefeh SEREYL K
et & <1 afesend wa @ 21 Fowe gfvewm &
Jdid HEdl FA 13 FALU H1 faadivor g1y |
fora |

AATS =4 formraror:
3-SITHTH TR 3-HTHTH o T4 sish 60 TG e
Y §S T AT, AMed, Wi, Wal, BiEaAssn,
THTHHTST 3R SoEeRd S |t ST @i & 91g $A
FRIER 3,325 I T 3fer @

AT 3R e ITE ¢

afhere feuifcre : S 3 7 fe7 @ 1 v 9o it eteumafy
ST <6l Tk TS AT 6 hl TEehl e faivar 3
THIYE TAH 38 8 2| T Tl W & ST 38 37T a9
ST TEe it A R

Frar] Hiors i e (Suwat) | STeH ST
&I 73 IR IIR A gAT 7000 ¥ 3Tferek wIRETRAT
Fifead sh T8 | HISATEUAS o HIeTW T UH AIEH SH
T il gl off Iucrse w8 TS|

Hedt el <kl % M o Bl Yookl W THUHS ek
T A TE B

1 fUeR— 370 ek glaen w0 w § e % gR A
TRt I % forw 31 o/ 3% A E)

Teh SHE SfohTT Te ScaTe—Ht 31T UF off WXt fmme
I TART I Gl o A1 gEH 3R T Tl o g
& feram |

TH UH § I g @1 8 e we % fog
A SRS GTHea e o -3 shl Tfsham 3Ty
CIRIH

a9 % S AR o o fod a9 2010-11 % T wra
TIHR o A ATEH B Ufrieid 31 TH TH § oAfeT &
A TE TS ITH fohaT|

50

WA €2 o > arfiies NG 2011-12

AATReRE feuTieTe
SreuTafdr SRt & fern
Teh 3TehS<h AT

. 4 TR SFEETE gt (St )

TLHHI I H 58.50% ST 3791 o T ek 4 =
HId AT Hedd TATT FTHIE W dfch fUsa a9
1 AT H U IR W 70 IR foreg 1 ghg
ot |

S 7 32,008 U it FHIYE 3 fiq I Sl
Tt o & 9 == 31,939 e W off

5 TR ST LR o §-TTa-d TS 3 T aTed et
T R IaE o e B AT IREd R 2 |
RIS 51 Sk o TS I S el GHTEH /$TE SiTehTT
TACH o A1 SIS H B HIhR] qa@d 9% W T A
AN T 3T SR Fenfetd o Hentl |

ek o W § TG 31U 14 heliehd U9 wfsha et
(efrefiefieft) o wTeem & 32,72 TG ST oYY T
1 T TETfTd R T@T 2| I hel UL ! U9 3R
TR TR o YAM o T8 hF ARG HaTg 3R 0
T PTAH I GiFeT Iuersd U T 2| 3 UM @ral
T R g & W@ 21 39 9y ¥, UvE i ISR
YT <h! THUATH o H1EqH ¥ 3o USTECS HiaTged 1
it 511 T R

“ord yrdf §-3dm’ e 441 3cute ® e g At
gt s gt arEent, -ureel S e dfsd
ot gferen 72 8 =0 S 3R TR A A feufa |
8, 37 U o1 ot SATTATE T e ST 21

ARAE 3 &l - STH GRS & Sad Jrae/
gy wiw/dumet/emewa w9 # glaen
06-03-2012 & ThodMaesh HET=d H & TS|

Ffrugd /vaugdt sife 1w # 3mE & fag
TG 1T SUTH (FEI3TTE) Hisw & o
fSTeeh 37Tl UTeehl § HETd ST Hstg § w@d:
I B Tl | 39 IcUE HT 9l TS H B A
I, Shicrsil, TR, Tk T SR SAT(E 6 Tleq
Y[ooht <l ITE o forw 3=t femarm ST Tt 21




State Bank of India > Annual Report 2011-12

Credit Flow to Micro and Small Enterprises

i. Bank is extending collateral free lending upto
$1.00 crore to MSE sector under guarantee
of CGTMSE. Additionally, to provide relief to
these units, the Bank decided to absorb the
guarantee charges payable to CGTMSE. To
ramp up collateral free lending to Micro and
Small Enterprises, a special campaign “SME
BONANZA” was launched for a period of three
months from January-March 2012.

ii. Anew product Weavers Credit Card launched
for weavers.

Project Uptech and Cluster Financing :

The Bank is providing consultancy services to SMEs
to enable them to increase productivity and
reduce costs. Since inception of the initiative, 1600
units have benefitted in 28 clusters. During the
year, a project for engineering and fabrication was
launched in Nagpur along with two ongoing
projects at Jamshedpur and Trichy. Under cluster
approach 13 clusters were taken up for financing
by the Circles.

Supply Chain Finance:

Under e-DFS and e-VFS, the Bank has tied up with 60
Industry Majors(IMs) with aggregate business of over
3,325 crores across all Industry Verticals like Auto,
Qil, Steel, Power, Fertilizer, FMCG & Textiles.

Liability & Transaction Products:

unFIXED Deposit: The Bank launched a new
scheme for short term deposits for 7 days to less
than 1 year with an attractive feature of waiver of
prepayment penalty. It met with success and we
plan to take it forward next year.

New process for deposit of contributions to
Employees Provident Fund Organisation (EPFO)
was implemented across the country in our 7000
plus branches. Deposit of such contributions
through CINB was also put in place.

Service charge on payment of Multi City Cheques
was waived for SME customers.

Cash Pick up facility was launched across the
country for cash collection of SME customers at
their door steps.

An Internet banking transaction product- CINB
SARAL with single user interface was launched for
micro & small entrepreneurs.

The process of implementation of Loan Origination
Software was started for better monitoring of SME
advances.

During the year our Bank has been conferred with
the Second Award under National Awards for
Excellence in MSE Lending by Government of India
for the financial year 2010-11.
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D.4 Government Business Unit (GBU)

With 58.50% market share in Government
Business, the Bank has not only retained its
leadership but also increased its market share by
70 basis points over previous year.

Bank earned a commission income of 32,008 crores
as against 1,939 crores during the previous year.
E-Governance Project of Central & State
Governments have brought a paradigm shiftin the
way Government Business will be conducted in the
days to come. Integration of these projects with
the Bank’s robust Core Banking Solutions/Internet
Banking platform has enabled us to conduct
Government Business efficiently and seamlessly
throughout the country.

Bank is handling pension payment to 32.72 lacs
pensioners through its 14 Centralized Pension
Processing Cells (CPPCs), established across the
country. These cells provide efficient services &
timely payment of pension & arrears to the
pensioners, leading to a steady growth in pension
accounts. From this year, pension details are being
sent to the pensioners on their registered mobile
number through SMS.

“THIRD PARTY E-TAX”, a new product enables all
our branches to pay taxes online, on behalf of all
customers/ non customers who either do not have
access to Internet Banking or are not comfortable
using it.

E-AUCTION Project of Indian Railways for
Payment/ Registration Fee/EMD/Auction Money
was successfully implemented on 06.03.2012.
Electronic Data Integration (EDI) Model of Fee
Collection of UPSC/SSC etc. was launched with
relevant details of the customers being auto
uploaded in CBS. The Product is also being used
for collecting fee for Recruitment Boards,
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Examination Fee for Colleges, Schools, State Public
Service Commissions etc.

Fund cum Authorization Model for Social Sector
Flagship Schemes like National Literacy Mission
(NLM) has been successfully implemented by
the Bank in coordination with MoHRD. Out of
the 26 States identified for implementation of
the NLM Scheme, SBI is a partner in 22 States.
The Bank is proud to be associated with Central
Government Projects like Government e Payment
Gateway (GePG). By integrating with GePG portal,
the Bank has been enabled to make electronic
payments to employees/vendors of Central
Government, across the country.

Bank has partnered in all 77 Passport Seva
Kendra (PSK) opened by the Ministry of External
Affairs (MEA).

Bank is providing the facility of online payment
of various taxes in most of the States and Union
Territories and is expected to become operational
throughout the country in 2012-13.

RURAL BUSINESS UNIT (RBU)
AGRI BUSINESS

The Bank has crossed the milestone (Agri Priority
level) of ¥1,00,000 crores (31,16,910 crores) by
covering more than 1,00,00,000 farmers, taking
Agri Priority Advances to 17.60% of Adjusted Net
Bank Credit (ANBC) as against 16.59% last year.

Direct Agri Advances have grown from 12.09%
to 13.10% to ANBC.

The Bank achieved highest ever growth of
318,348 crores (27%) under Direct Agri against
the last year’s growth of 35,911 crores (9%) and
also achieved highest growth of 322,084 crores
under Total Agri Priority advances against last
years growth of 10,675 crores.

The Bank has disbursed credits aggregating to
353,214 crores in FY’ 12 and financed 13.31 lacs
new farmers during this year.

Position of Agri Advances and Agri institutional

Deposits:
(Zin Crores)
Particulars As on As on Growth %
31.03.2011 31.03.2012

a) Direct Agri

Advances 68,663 87,011 27%
b) Indirect

Agri

Advances 26,163 29,899 14%

Agri Priority

Advances

(a+b) 94,826 1,16,910 23%

Agri

Institutional

Deposits 19,724 24,309 23%

1,00,00,000 Farmers
covered

Agri Priority Level advances crossed
31,00,000 crores

Other Highlights

The Bank has extended advances to the tune of
71,382 crores as on 31.03.2012 to the weaker
sections, which is 10.75% of ANBC against the
benchmark of 10 % set by Reserve Bank of India.

Against Gol stipulated target of 15% of the total
Priority Sector Lending (PSL) to Minority
Communities, the Bank has achieved a level of
16.17% as on 31.03.2012.

Special focus has been given for creation of
efficient Warehouses and Cold Storages in line
with Gol’s policy for augmenting storage capacity.
During the year 199 villages were adopted under
“SBI Ka Apna Gaon Scheme” taking the total to
1,063 villages & 220 Farmers Clubs were formed
taking the total to 10,047 Farmers Club.

Under the guidance of Ministry of Rural
Development (MoRD), Gol, the Bank has set up
106 Rural Self Employment Training Institutes
(RSETIs) as on 31.03.2012 in the allotted districts
across the country; conducted 4,186 training
programmes, trained 1,11,049 candidates and
helped to settle 45,285 trainees.

The Bank has opened 133 new branches in
under-banked/unbanked areas in Minority
Community Districts(MCDs) taking the total
number of such branches to 3,266 as on
31.03.2012.

The Bank has infused additional capital

amounting to 125.64 crores to 9 identified
RRBs to enable them to achieve ‘Capital to Risk
Weighted Assets Ratio (CRAR)’ of at least 9% by
March 2012 on a sustainable basis.
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All the 2,960 branches of SBI sponsored RRBs
have migrated to CBS platform in order to
provide better customer service.

Micro Finance:

The Bank is the market leader (market share
around 25.55%) in SHG-Bank Credit Linkage
programme having credit linked so far 20.73 lac
SHGs (1.79 lac SHGs credit linked during
FY 11-12) and disbursed loans to the extent of
317,837 crores (cumulative) up to 31.03.2012.
Under the scheme for financing NGOs / MFlIs for
on-lending to SHGs, the Bank has covered 174
units with outstanding of 927 crores as on 31
March 2012. Micro Insurance product - Grameen
Shakti has been introduced & 1.14 million lives
have been covered.

KYC/AML/CFT Measures

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.

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

The Bank has decided to observe 1st 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.

A

Inauguration of

are Shri Hemant G. Contractor, MD & GE (IB) and
Shri A. Krishna Kumar, MD & GE (NB).
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173

Foreign Offices
Spread across 34 countries

INTERNATIONAL BANKING

. Operation of Foreign Offices

The asset level of foreign branches rose by
12%, from USD 32.04 bn in March 2011 to
USD 35.826 bn in March 2012. During FY’'12,
net customer credit grew by 9% from
USD 24.525 bn to USD 26.681 bn, customer
deposits grew by 15%, from USD 10.490 bn
to USD 12.075 bn and net profit rose by 21%,
to USD 396 mn.

Overseas Expansion

The number of foreign offices increased from
156 as on 31st March 2011 to 173 as on 31st
March 2012 spread across 34 countries. The
offices comprised 50 branches, 8 Representative
Offices, 103 offices of the six foreign banking
subsidiaries and 12 other offices.

Resource Management

Despite widespread risk aversion and volatile
market conditions, the Bank’s foreign offices
maintained comfortable liquidity position. The
Bank has a USD 10 bn Medium Term Note
(MTN) programme in place under which the
outstanding at the close of FY-2012 was
USD 4.43 bn. Under the MTN programme
USD 200 mn (%1,017.50 crores) was raised by
way of reverse inquiries. The Bank was able to
redeem bonds worth USD 800 mn
(34,070 crores) without having any impact on
the liquidity at its foreign offices.

The Bank raised USD 460 mn funds through
Syndication Arrangement for three years at a
competitive pricing of 145 basis points over 3
months LIBOR in June 2011. During the fiscal the
Bank also raised a sum of USD 367.08 mn
(%1,867.52 crores) by way of bilateral loans of
different maturities.

Remittance

Remittances grew from 346,396 crores in FY’11
to 61,457 crores in FY’12, clocking a growth of
32%. The Bank had a tie-up with 26 exchange
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STATE BANK OF INDIA -

INTERNATIONAL BANKING NETWORK

— 173 offices in 34 Countries

North America

Branches/SO
Bahamas (1)
USA (4)

Subsidiaries
California (10)
Canada (7)

Rep Office
Washington

Branches/SO
Belgium (1)
France (1)
Germany (1)
UK (10)

Subsidiary
Russia (1)

Rep Office
Italy
Turkey

Europe

Africa

Branch/SO
South
Africa (5)

Subsidiary/JV
Mauritius (15)
Nigeria

Rep Offices
Angola
Egypt

Branches/SO
Bahrain (3)
Israel (1)

Oman (1)
Qatar (1)

Saudi Arabia (1)
UAE (1)

Rep Offices
Iran

Managed
Exchange Cos
Oman

Qatar

East and
South Asia

Branches/SO
Bangladesh (6)
China (3)
Japan (2)
Maldives (3)
Sri Lanka (5)
Singapore (7)

Subsidiary/JV
Indonesia (14)
Nepal (56)
Bhutan

Rep Offices
China
Philippines

Australia

Branch/SO
Australia (1)
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E-2.

companies and four banks in Middle-East
countries for routing remittances through
SBI. During the year, new remittance products like
SBI Rupee Instant, SBI Express WorldWide were
launched to boost remittances business.

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) for the year ended March 2012.

During the vyear, fourteen high value
transactions for financing ECB requirements of
Indian Corporates, as well as their acquisition
related financing requirements aggregating
USD 4758 mn, were syndicated successfully with
a participation of USD 1423 mn. Apart from this,
a large number of bilateral deals aggregating
USD 2190 mn were also concluded with Indian
Corporates.

A fee income of USD 86 mn was earned from
syndications and bilateral deals concluded during
the year.

Global Link Services (GLS)

In the year 2011-12, GLS on behalf of domestic
branches, handled 1,09,413 export bills and
1,09,086 foreign currency cheque collections
aggregating USD 13.36 billion. In addition, it
handled 58,53,632 inward remittances
transactions amounting to USD 5.89 billion from
various centres in the Middle East, UK and USA.

Correspondent Relations

The Bank maintains correspondent banking
arrangement with 476 reputed International
Banks to extend seamless services to varied
clients. These correspondent Banks are located
in 118 countries. The Bank also has 1,871
Relationship Management Application (RMA)
arrangements with SWIFT, facilitating speedier
flow of financial messages.

Country Risk and Bank Exposures

The Bank has in place Country Risk Management
Policy in tune with RBI guidelines. The policy
outlines robust risk management model with

G
SMS Unhappy Service

with resolution within 48 hours

prescriptions for Country, Bank, Product and
Counter party 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.

CUSTOMER SERVICE QUALITY INITIATIVES

e The Grievance Redressal Policy of the Bank
is based on the Model Policy Framed by
Indian Bank’s Association and provisions of
the revised Code of Commitments to
Customers released by Banking Codes and
Standards Board of India. The Bank has been
able to redress majority of the customer
grievances within a maximum period of three
weeks of receipt as against the time limit of
30 days. Bank has also been able to resolve
almost all ATM related complaints within the
RBI stipulated period of 7 days.

e The Standing Committee on Customer
Service constituted at the Local Head
Offices with representatives from customers
including Senior Citizens review the overall
position of Customer Service in the Circle.
Analysis of the consolidated data for
Customer Grievances for all Circles is
being put up to the Customer Service
Committee of the Central Board every
quarter to identify common systemic issues
that require rectification, and also review the
remedial measures taken by the Bank for
improving the Customer Service.

e The web based Complaint Management
System (CMS), launched in December 2009
for early resolution of ATM related complaints,
has since been extended to accept all
types of complaints. The customers can
register their complaints at the Toll Free
number of Contact Centre or online at
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www.sbi.co.in and obtain a unique complaint
number which helps them to trace the
status of complaints thereafter through
Contact Centre.

e The Bank also has a mobile and web based
service for customer grievance redressal -
'SMS Unhappy Service' with resolution within
48 hours.

DAMODARAN COMMITTEE
CUSTOMER SERVICE, 2010

REPORT ON

Keeping in view the far reaching impact the
Report would have on Customer Service in the
Banking Industry, the Bank has constituted a
High Level Committee which has deliberated
on each of the recommendations. Over 50%
of the recommendations have already been
implemented.

3. NPA MANAGEMENT
The position of NPA reduction as on 31.03.2012 is
given hereunder:

Asset Quality (% in crores)

1 Gross NPAs 39,676
Gross NPA percentage 4.44%
2 Net NPAs 15,819
Net NPA percentage 1.82%
3 Cash Recovery in NPA 4,159
4 Up gradation to Standard Assets 5,459
5 Write offs 744
6 Gross reduction in NPAs (3+4+5) 10,362
7 Fresh Slippages of Standard Assets 24,712
to NPA category
8 Recovery in written off accounts 962
In crores (%)
188003 15819
Net
m Gross
et
Coverage % ’ : ’ ’ : :
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Stressed Assets Management Group (SAMG) :

In order to give focussed attention to high value NPAs
in SME and Corporates, Stressed Assets Management
Group (SAMG) was created in April 2011 headed by a
Deputy Managing Director.

SAMG has 14 Stressed Assets Management
Branches (SAMBs) and 1 Resident Office under its
wings. The Group opened two new branches in
March 2012 (one each at Ludhiana and Ernakulam).
These branches handle NPAs and AUCAs with
outstandings in excess of 1 crore. Each branch has
dedicated, trained staff including a legal expert for
expeditious resolution and is able to effect
significant recoveries by resorting to action under
SARFAESI Act, DRT Act, sale to ARCs and negotiated
settlements.

In addition, 115 Stressed Assets Resolution Branches/
Centres (SARB/SARCs) have also been functioning
under NBG across the country in Metro/ Urban
centres for quicker resolution of NPAs with
outstandings upto X1 crore in MSME and Personal
segments.

The performance of SAMG for the period 2011-12 is
given below:

(Amount in crores)

1 Cash Recovery in NPA 826
2 Upgradations in Standard Assets 154
3 Write — Offs 9
4 Gross reduction in NPAs (1+2+3) 989
5 Recovery in written off accounts 216

Total Resolution 1205

° Restructured assets

Adequate importance is being given to
restructuring of standard assets under stress, as
well as viable non-performing assets. This is done
under the Bank's own guidelines as well as through
CDR mechanism, for arresting additions to NPAs
and reducing existing level of NPAs.

48 cases with the Bank’s aggregate exposure of
39,131 crores were referred to CDR mechanism
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during 2011-12, out of which 24 cases
aggregating 33,782 crores have been approved
and 24 cases aggregating 35,349 crores are under
process. In these cases, timely intervention has
given the Corporates an opportunity to recover
from the stress.

Initiatives for NPA Management

To give thrust to recovery efforts and to prevent
slippages, various measures were undertaken, which
included, timely identification of SMAs and
dissemination of information to operating units, etc.,
brief details of which are as under:

Tightening of appraisal norms / loan eligibility
criteria (e.g: The minimum income criteria for
Auto Loans has been raised from %1 lac to
2.5 lacs p.a.).

Risk Scoring Models have been developed for all
P-Segment Loans on the basis of statistical models
for objective assessment.

Account Tracking & Monitoring online (AT@M)
launched for updation of account wise follow up
in P-Segment.

NPA Dashboard is being utilised as a data tool for
real time monitoring of NPAs.

To provide relief to stressed MSME sector, Bank
has launched non-discretionary and non-
discriminatory scheme named “SBIOTS-MSME-
2012”, for one time settlement of loan outstanding
with liberal terms.

ATCs have been operationalised in all Circles to
contact borrowers with outstanding up to 325 lacs
in SMAs and soft NPA accounts in SME.

4. CORPORATE STRATEGY AND NEW BUSINESSES

A. Merchant Acquiring Business

In order to tap huge potential available in
the market and also to create a
comprehensive electronic payment
infrastructure to activate our more than
108 million debit cards, Bank has entered
into Merchant Acquiring Business (MAB).
Bank has, so far, approved deployment of
more than 28,000 PoS terminals. Bank has

Point of Sale (POS) machines installed at Kokilaben Dhirubhai
Ambani Hospital & Medical Research Institute, Mumbai.

already entered into several corporate
tie-ups with prominent players in different
segments.

Financial Planning & Advisory Services

It is strategising to provide financial solutions
driven by customer segmentation and offer
relationship banking to high end customers.

Private Equity

The Bank’s maiden Private equity foray,
the SBI Macquarie Infrastructure Fund,
set up in collaboration with Macquarie
Group of Australia and International
Finance Corporation, Washington closed
for subscription and raised a corpus of
35,265 crores. The Fund has made five
investments worth 3,092 crores in Key
infrastructure sectors such as airports,
telecom towers, thermal power and hydro
power. Since its inception, the fund has
been rated as the Number one Private
Equity Fund in 2010 and adjudged as the
“Most Admired Infrastructure Equity
Financier 2011".

The Joint venture with State General
Reserve Fund of Sultanate of Oman, the
largest sovereign fund of Oman, named
Oman India Joint Investment Fund has
been operationalised with an initial corpus
of USD 100 million.

Debit Cards

State Bank Group continues to lead the
Debit Card market with over 110 million
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Debit Cards as on 31 March 2012 which
constitutes about 40% of the total Debit
Cards in the country. Debit Card spends of
State Bank Group crossed 11,000 crores
which constitutes around 20.5% of total
Debit Card spends in the industry. State
Bank Group has also switched over to
issuance of 16-digit variants with a view to
making its Debit Cards more Point of Sale/
e-Commerce friendly. State Bank of India
also introduced State Bank Virtual Card, an
e-Card that can be created by Bank’s Internet
Banking customers and used online, to
provide a fillip to e-Commerce.

Prepaid Cards

i. Vishwa Yatra Foreign Travel Cards
(VYFTC)

Vishwa Yatra Foreign Travel Cards
(VYFTC) is now a CHIP based EMV
Compliant Card and is available in eight
currencies, viz. US Dollar (USD), Great
Britain Pound (GBP), Euro, Canadian
Dollar (CAD), Australian Dollar (AUD),
Japanese Yan (JPY), Saudi Riyal (SAR)
and Singapore Dollar (SGD). Sales for
FY 2011-12 were to the tune of
USD 59.93 million.

ii. eZ-Pay Cards are aligned with most of
the Government social schemes in
addition to salary payments by
Corporate entities, thus reaching
millions of households. Sales for
FY 2011-12 were to the tune of 860.87
crores.

iii. Gift Cards

Customers can create Gift Cards online.
Sales registered for FY 2011-12 was
%106.44 crores.

The Green Channel Counter
The 'Green Channel Counter’ launched in
2010 is available at 5,660 branches.

i. Self Service Kiosk (SSK)
SSK launched on 1° July, 2011 through
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110 million

Debit Cards
Constituting about 40% of the total
Debit Cards in the country

which a customer can make various
financial and non-financial transactions
by using his Debit Card has been
completed in 59 branches across
India. Currently, 20 types of transactions
including Pass Book Printing are enabled.

ii. Cash Deposit Machine (CDM)

CDM is a machine wherein customer
can deposit cash by using his Debit
Card. During the year, Bank had
deployed 35 CDMs across the country.
On each day, average 50 Cash Deposits
are being made through each CDM.

iii. Green Remit Cards (GRC)

In order to facilitate Non-Home Cash
deposits, Bank introduced Green Remit
Cards on 3™ January, 2012 to the
remitters who need not be the account
holders of the Bank. This facility does
not require filling up pay-in-slips by the
remitter. All Branches with Green
Channel Counters are enabled to offer
this facility.

FINANCIAL INCLUSION

Bank has achieved 100% coverage of allotted
12,931 villages under Financial Inclusion Plan
(FIP) 2011-12 and has opened 40 lacs accounts
in FIP villages during the FY 12.

1.36 crores ‘No Frills’ accounts have been
opened in 400 districts of 32 States/UTs.

Bank has set up around 30,000 BC Customer
Service Points through alliances both at
national and regional level. Also, 113
Financial Inclusion Centres to support the
Business Correspondent (BCs) have been set
up across the country.
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e All products offered through Business
Correspondent (BC) channel are technology
enabled. Savings Bank, RD, remittance &
SB-OD facilities are the products offered
through BC channel.

e SBI is one of the Registrars of UIDAI. After
State Governments, SBI is the top enroller
with more than 252 lac enrollments. Aadhaar
enabled Account opening started from data
received from UIDAI.

Dr. D. Subba Rao, Governor, RBl handing over Aadhaar

Excellence Award 2011 to Shri Pratip Chaudhuri, Chairman

e To facilitate Electronic Benefit Transfer to the
rural poor / low income group populace under
the MGNREGS, Social Security Pension
payments, etc. the Bank has opened more
than 27 lac accounts so far and disbursed
3310 crores during FY 2011- 12 (3167 crores
disbursed during FY 2010-11).

Multiple IT enabled channels for Financial
Inclusion:

The Bank has gone beyond the usual domains of
technology in terms of platform, solution,

Mobile ATM cum Kiosk Van.
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Financial Inclusion

100% Coverage of allotted 12,931 villages
40 lacs accounts opened

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 — About 10 lac customers have been
enrolled during the Financial Year (cumulative
more than 62 lac customers). Tiny Cards now
support Savings Bank, Recurring Deposit, SB-Cum-
Overdraft and Remittance products.

Kiosk Banking — The Bank’s own Technology
Initiative, operated at internet enabled PC (Kiosk)
with bio-metric validation at 9,211 CSPs, covering
29 lac customer enrollments, has been rolled out
in 30 states and 412 districts.

Mobile Rural Banking - The Banks own
technology on mobile platform, operable also
in low cost mobile introduced and covered 70
CSP outlets.

Cell Phone Messaging Channel — This cost
effective model, working on low — cost simple
mobile phones and well secured through PIN /
signature based security has been rolled out in
7 states across 14 districts and covered 1803
CSP outlets.

Urban Financial Inclusion - To cater to Urban
excluded populace, more than 3,600 BC outlets
have been set up in Urban/Metro centers. 88 lac
remittance transactions for ¥3,888 crores were
registered during FY 12.

SUPPORT & CONTROL OPERATIONS

INFORMATION TECHNOLOGY
Core Banking:

A major infrastructure upgrade of hardware and
data storage system has been undertaken for the
Primary and the Disaster Recovery set up to ensure
uninterrupted and efficient operations, reduce
processing time and make provision for scalability



