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lasting relationships with existing customers and
providing best quality service to all customers
across multiple channels. Accordingly, a number
of new initiatives have been designed, piloted and
rolled out across the Bank, which resulted in the
following benefits:

- Centralised Processing Centres for Retail loans,
Small & Medium enterprise loans, and Trade
Finance were set up and later most of them were
converted into end state models, wherein the end
to end processes have been taken over.

- Positioning Relationship Managers at strategic
centres to extend personalized service to mass
affluent and HNI (high networth individuals).

« Cross-selling of various products

« Dedicated Sales Teams like Home Loans Sales
Team and Multi Product Sales Team to target
niche markets.

e Assured Standard Turn Around Time for various
sanction processes

« Improvement
Documentation.

in quality of Assets and

- Establishment of Clearing CPCs to Centralise
clearing related activities and free up branches
to focus on customer services

« Accurate and timely payment of pensions to
pensioners through Centralised Pension
Processing Centres

« Creation of Document Archival Centre to free up
valuable space in branches

« Contact Centre with toll-free number for
providing information on products to the
customers on 24X7 basis

« Delayering the organizational structure for
increasing speed and efficiency and to improve
customer sevice

During the year the coverage of the above BPR
initiatives has been considerably enlarged by opening

« 113 Retail Assets Central Processing Centres and
113 Small & Medium Enterprises City Credit
Centres both covering around 2400 branches each.

« 100 Stressed Assets Resolution Centres covering
2240 branches.

« 18 Trade Finance Central Processing Centres
covering 966 branches.

« 14 Centralised Pension Processing Centres (CPPC)
covering 5814 branches.

« 37 Centralised Clearing Processing Centres
(CCPC) covering 938 branches.

- 4 Liability Central Processing Centres (LCPC)
covering 3120 branches.

« 97 Currency Administration Cells (CAC) covering
1877 branches and 1221 off-site-ATMs.

- 2112 Branches have also been redesigned across
the country to provide more convenience to
customers.

« Mid Corporate Loan Administration Units have
been set up in 8 centres covering 68 branches to
take care of post sanction activities.

All these initiatives have helped the Bank in creating
a new operating architecture capable of meeting
global competition.

S. OFFICIAL LANGUAGES

During the year statutory requirements relating to the
official language policy were complied with by the
Bank. Several initiatives were taken to increase use
of Hindi. Some of them are :

SBI Gold International Debit Card (VISA) which was
launched during the year is now being issued
bilingual. This is first International debit card issued
bilingual.

Publicity/ Educational material are now being made
in Hindi and regional languages.

Responsibility Statement

The Board of Directors hereby states :

i. that in the preparation of the annual accounts,
the applicable accounting standards have been
followed along with proper explanation relating
to material departures;

ii. that they have selected such accounting policies
and applied them consistently and made
judgements and estimates as are reasonable and
prudent, so as to give a true and fair view of the
state of affairs of the Bank as on the 31st March
2008, and of the profit and loss of the Bank for
the year ended on that date;

iii. that they have taken proper and sufficient care

for the maintenance of adequate accounting

records in accordance with the provisions of the

Banking Regulation Act, 1949 and State Bank of

India Act, 1955 for safeguarding the assets of the

Bank and preventing and detecting frauds and

other irregularities; and
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iv. that they have prepared the annual accounts on
a going concern basis.

Acknowledgement

During the year, Shri T.S. Bhattacharya, Managing
Director, on his attaining the age of superannuation,
laid down office on 31.01.2008. Further, Shri S.K.
Bhatttacharyya was appointed as Managing Director
with effect from 08.10.2007, in place of Shri. Yogesh
Agarwal who resigned from the Board on 30.06.2007
on his appointment as Chairman and Managing
Director of IDBI Bank Ltd. Prof. M.S. Swaminathan
resigned from the Board on 11.04.2007, on his
nomination to the Rajya Sabha. Shri Ajay G Piramal
retired from the Board on 31.08.2007 on completion
of his term. Shri Amar Pal, non-workmen Director
on the Board, retired on attaining superannuation, as
at the close of business on 31.03.2008. Further,
Dr. Deva Nand Balodhi and Prof. Md. Salahuddin
Ansari (both with effect from 09.07.2007) and
Dr. (Mrs.) Vasantha Bharucha (with effect from
25.02.2008) were nominated to the Central Board
under section 19(d) by the Government of India.
Shri Arun Singh, Shri Rajiv Pandey and Shri Piyush
Goyal ceased to be members of the Board on completion
of their term. Shri Arun Ramanathan, Secretary
(Financial Services), was nominated to the Board with

effect from18.01.2008, in place of Shri Vinod Rai, who
resigned on 06.01.2008, on his appointment as
Comptroller and Auditor General of India.

The Directors place on record their appreciation of
the contributions made by Shri Vinod Rai, Shri. T.S.
Bhattacharya, Shri Yogesh Agarwal, Prof. M.S.
Swaminathan, Shri Ajay G Piramal, Shri Amar Pal,
Shri Arun Singh, Shri Rajiv Pandey and Shri Piyush
Goyal to the deliberations of the Board.

The Directors express their gratitude for the guidance
and co-operation received from the Government of
India, RBI, SEBI, IRDA, and other government and
regulatory agencies.

The Directors also thank all the valued clients,
shareholders, banks and financial institutions, stock
exchanges, rating agencies and other stakeholders for
their patronage and support, and take this opportunity
to express their appreciation of the dedicated and
committed team of employees of the Bank.

For and on behalf of the
Central Board of Directors

O.P. Bhatt

Date : 2" May, 2008 Chairman
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