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Business Responsibility Report

Section A: General Information about the Bank

1. Corporate Identity Number

Not Applicable

(CIN) of the Bank

Name of the Bank
3. Corporate Office Address

Website

E-mail id

6. Financial Year reported

Punjab National Bank

Punjab National Bank,
Corporate Office,

Plot No 4, Sector-10,
Dwarka, New Delhi-110075

www.pnbindia.in

eicsmead@pnb.co.in,
mdps@pnb.co.in

FY 2021-22

7 Yo fRmEas (3ﬁ) ¥ orfiyer @ 7. Sector(s) that the Bank is engaged in
$.94. | a7 S.No. Sectors

'i" CICRIRIEIN i Banking Services

il | RPN HRIAR ii. Government Business

i, ?ﬁf@f dfebmr iii. | Agriculture Banking

v g1 dfe iv. | Retail Banking

V. QG@ TR V. Treasury Operations

vi. | proiRe S vi. | Corporate Banking

vii. | 7Fe Sfb vii. | Merchant Banking
viii. 31?1’\’]‘@?1 SfHT viii. | International Banking

iX. | ool BRITR— i, RS B, ix. | Agency Business- Insurance, Mutual Funds,

fEuifSresy T snfe Depository Services etc.
8. List three key products/services that the Bank

8. M Y@ IIE/AA¢ ga¢ il §& Fififa szar 2/
IUAE BRI & (JAT—93 B JJHR)

Jo feaferRad Sart yam v &

I SARIRRT # 97 SARIRRN, d9d SHRIRET, |Eafd
SHRIRRN, Yol o STl AreT], 01 JoIdxol ATor1
saTfe A § |

. o ud A § wnfia 2:

Q)

)

)

G}l FUL: JIANT U, ared kU, fem Fk,
ARHIT 0T, FHRT OR 0T, e 07 97 IR ST
e |

P For: Yg=E) fhare debliel 201 IorT, ig=dl
P 1l AT (HTAH), Todl N Fre, fro=a
A1 BN 01 AT, GIGd] U9 9 AT, HiY
AANHROT ATSTHI, A GeH Wrel IeN I~
IS (SITH—THTHS) ATSTT |

TAUEYAS VT ol v, GeR @, qoad
TRETH MUTADhTA 20T el YIY=dl 3Tl
o] g, YIge) $—1a™, Teedl $—JaT IrorT,

manufactures/provides (as in balance sheet)

Bank provides the following services:

Deposits include Current Deposits, Savings Deposits, Fixed
Deposits, Capital Gain Account Scheme, Gold Monetization
Scheme etc.

a.

Loans and Advances include:

Retail loans: Housing Loan, Vehicle Loan, Education
Loan, Personal loan, Loan against property, Loan
against Sovereign Gold Bond.

Agriculture Loans: PNB Kisan Tatkal Rin Yojana, PNB
Krishak Sathi Scheme (KSS), PNB Krishi Card, PNB
Sona Krishi Rin Yojana, PNB Gram Uday Scheme,
Farm Mechanization Scheme, Pradhan Mantri
Formalisation of Micro Food Processing Enterprise
(PMFME) scheme.

MSME Loans: MUDRA Loan, PM SVanidhi, PNB
Guaranteed Emergency Credit Line, PNB Standby Line
of Credit, PNB e-Godam, PNB e-Mudra Scheme, PNB
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N NS¢ ey | U %
1 |G seemRa s | g ST 100.00%

2 |¥F U §F frfics | qem SEERI 51.00%

3 |udwRe 99 fafics Jue | Sy Sed | 20.03%

4 |STTad) S g DHOTfbedE | AEAT 41.64%

5 |TM/PT: ERTHIT BB IRAT 100.00%

6 |eM/®1: g% ECH NiKc)| 100.00%
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GST Express, MSME Prime plus, PNB Shikhar Scheme,
PNB Laghu Udyami Credit Card, Standup India etc,.

d. Corporate Loans: Rooftop PV Solar Power Projects,
Loans against Future Lease Rentals, Working Capital
financing, Project Finance & Infrastructure Finance,
Term loans, Export Finance, Bill Financing, Financing
Against Future Receivables, Short Term Loan.

Other Products/Services

a. Cash Management Services
b. Export/Import Finance

c. Gold Card Scheme for exporters
d. Doorstep Banking Services
e. Mutual Funds

f.  Depository Services

g. Merchant Banking

h.  World Travel Card

i.  NRIServices

j.  Credit/Debit Card Business
k. Insurance Services

I. Online Trading

m. Digital Banking Services

n. Lockers

0. Application Supported by Blocked Amount.

9. Total number of locations where business activity is
undertaken by the Bank
a. Number of International Locations (Provide details
of major Locations)
Bank has presence in the following countries by way of
Overseas branches/Subsidiary/Associates/Joint Ventures:-
S. | Name of the Country of | Nature of | Proportion of
No Entity Incorporation| Entity | Ownership %
1 [PNB International UK Subsidiary 100.00%
Limited
2 |Druk PNB Bank Ltd. Bhutan Subsidiary 51.00%
3 |Everest Bank Ltd Nepal Joint 20.03%
Venture
4 |JSC Tengri Bank Kazakhstan | Associate 41.64%
5 |BO: Hong Kong Hong Kong Branch 100.00%
6 |BO: Dubai Dubai Branch 100.00%

*Agency of Republic of Kazakhstan for Regulation and Development
of Financial Market (AFR) revoked license of JSC Tengri Bank with
effect from 18" September 2020 to conduct Banking, other operations
and activities in the securities market and appointed Temporary
Administrator.
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31 A9 2022 BT UG & 24 T HRTAT (S183M), 162
HSd BT, 10,098 ATHRI Sfdh T IRaTy (AT, er=iie

3nfe) & | I BT 4 TR FHM 3R 13 TR AT M 2 |
10. 9% gR1 9fdd IR — &FR/OSE/KR/

Faxisa

I ST T UG STARTERT TR O HATE G&TH HRal 2 |

We fl : 9 o fa<ha faawor

L e 4ol (¥U3) v, 2,202 PRIS
Il B PRIAR (FT) T.19,31,322 TRIQ
. &R geaTd ot o (T93) B. 3457 BRIS

IV. & ETd a1 & faerd (%) & wu # Frrfa arnfore
IR&IRE (WYHaR) uR &A1 =™ G &

01 3l 2021 | 31 H74, 2022 T HI A & SR, HIARS
AT qTiRcd (AIUHRIR) R fbar &1 el a2, 5019.57
A & e fdervr fF=gaR &

g A TS IR Amount incurred
®. (3. @@ #) > Name st(Rs' Lakh)
; Bt T No. (1t April 2021 to
k| (01 3w 31 March 2022)
31 914 2022 d®) —
S — 1 | Farmers Training Centres (FTCs) 475.72
1 PYD QCE'CF 3 475.72
B b5 ( ) ! 2 | Rural Self Employment Training 2753.97
2 | IO RERISTTR JRIE0T EReqre 275397 Institutes (RSETIs)
( 1 Eé‘rem‘) PNB LADLI 8.47
g Qﬂé QIS 8.47
4 | PNB Kisan Balak Shiksha 47.98
T ai:ﬁ qrere e 47.98 Protsahan Yojana
: ﬁTrFIT 5 | CSR at Head Office 538.69
HRITAT H 4 5531 538.6
g-srm : < SR o 6 | CSR at Zonal Office 275.14
i el 27514 7 | CSR-Rogi Kalyan Samiti 919.60
-Rogi Kalyan Samitis .
AITHIMR — N FHearor |fifa 919.60 ot gty c019.57
t 5
bl 5019.57 ota

b. Number of National Locations:

PNB has 24 Zonal Offices (ZOs), 162 Circle Offices, 10,098
General Banking Branches (including CBB, LCBs etc.) as on
31tMarch, 2022. Bank has 4 Domestic Subsidiaries and 13
Domestic Associates.

10. Markets served by the Bank— Local/State/National/
International

Bank provides services at both National and International

level.

Section B: Financial Details of the Bank

I.  Paid up Capital (INR)
Il.  Total Business (INR)
Ill.  Total Profit after Tax (INR)

Rs. 2,202 Crore
Rs. 19,31,322 Crore
Rs. 3,457 Crore

IV. Total Spending on Corporate Social Responsibility (CSR) as
percentage of profit after tax (%)

During the period from 1t April 2021 to 31 March, 2022, a sum
of Rs. 5019.57 Lakh has been incurred on CSR initiatives with
details as under:

v. S wfafafery @ g = Sui @ fean man -
I HTHRIR AT H 9 Bratery 37 BRIy & H1eH
A MG ST & SR 31+ AT 3T fadT &1 ugel Yig=id
frar uf¥ermr gl (THERN) Irir YaRIoTR glRiere dwai
(IRTTEAIRME), NG Areel Ao afe & Hiegd F bral
2l
v q& diggsR fafaferal &1 g e feg 1w <
fFreTgaR @:
) af 2021-22 & IRME, P NI WVHAR & 8
frferRad AmifTe wearor afafafeat @ 1E:
o feam el & forg g ared @ A4 g Telsi—
fohorT HTS T, IRTORT & A1 AUHR Tfafafe |

V. List of activities in which above expenditure has been incurred:-

Bank contributes to CSR activities through Head Office, Zonal
Offices and its socio-economic development initiatives via
PNB Farmers’ Training Centres (FTCs), Rural Self Employment
Training Institutes (RSETIs), PNB Ladli schemes etc.

a. List of Core CSR activities in which expenditure has been
incurred is as below:

i)  During the year FY 2021-22, following social welfare
activities under CSR were taken up by Bank:

e CSR activity with NGO-Fix my life, Varanasi for
requisition of Old vehicle for divyang students.



ii)

o 3T PIATY SERIGT §RI FATS S Aex Bl
gg | vEel 3l fAgaml & fog dvEeR & dsd
arEs B ANTET |

. ATIRH dTfoTehT BIATART, JEHETIE b ATl &l
BT TAHATHRT |

e UG @ HeE ¥ GH PRI R b ARM
STRRTHG] Pl SRS RIeiex a1 fadRoT |

. TEMR & SR § TN, feeell &l frfeedr Suexo—
damsivdt 7eie o1 faawor |

o 3HH TR Bl GIdD HIIS I BT JHEIA DI D
o 157 ¥ wRey & gl o W guR &) fawn 4
3rEre prATerd JEATEIC §RT 25.00 ARG 1 ST |

o DIfAS—19 AN & [Iog TS A Ul¥eEd Il 1Y
3ITIST U9E BTN & T BIABII BT B0 30.00 TR
BT ANTEH |

. T P 9B o7 B IeIT | 9P B WUHIR
gRIgEdT & ®Y § 29.07.2021 HI I Aeifda §
ISTd Y& ATl HAIRTETg I ®1 3. 5.00 ARG FHATH
AR S FAH LTS |

. 9B B 14 Tl H IR Rofd 9% gRT il W)
R I<I 1R & 181 D&l (FYHUA) & Fae 2q
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foru g fSrad | 31 914, 2022 6 . 9592 AT
(GTTHRT) &1 ST T 137 217 |

. YURTSUS! fdeiol AkaTsel, faeell @1 39 150 UTdh
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o dIUHTE HUH YR, T H Gol f57 oY e R
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AT 59 A W@Rey g o & faerd W
ANTEH |
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g fy T | 39 Ugel § Wafdd el # 9 & if¥aiRa
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e Vehicle contributed under CSR for war widows of
Kumaon Regimental centre by ZO Dehradun.

e Renovation of sanitation block of Sabarmati Girls
Hostel, Ahmedabad.

e Distribution of oxygen cylinders to the needy during
2" corona wave with the help of NGO.

e  Distribution of medical equipment-BIPAP machine to
AIIMS, Delhi in pandemic phase.

e  Contribution of Rs. 25.00 Lakh to Assam Govt. by ZO
Guwahati towards improving health infrastructure in
the state to counter deadly COVID disease.

e  Contribution of Rs. 30.00 Lakh to Kolkata for West
Bengal State Disaster Management Fund in fight
against COVID-19 disease.

e  Aspart of Bank’s CSR commitment towards Promotion
of sports, Rs. 5.00 Lakh as felicitation amount to
Mirabai Chanu, Silver medalist at Tokyo Olympics on
29.07.2021.

e  Provision of Rs. 162.90 Lakh for scaling up 181 centres
of financial literacy (CFLs) at block level by RBI in 14
Zones of the Bank.

e Rs. 2.95 Crore was allocated under PNB Vikas yojana
for 295 adopted villages during FY 2021-22, out
of which Rs. 95.92 Lakh (approx) were utilized ftill
31.03.2022.

e  Approval of Rs. 9,48,800 under CSR TO ASIAD VILLAGE
Society, Delhi for purchase of tractor, trolley for
watering of plants in its 150 parks.

e  Expenditure of Rs. 3.28 Lakh towards establishing
open gymnasium in BSF Campus Paloura, Jammu.

e Contribution towards development of health
infrastructure in Tamil Nadu state through ‘Namakku
Namme Thittam’ scheme of GCC.

Punjab National Bank is the lead Bank in 111 districts of
India, out of which, 8 are aspirational districts. Aspirational
Districts are those districts in India, that are affected by poor
socio-economic indicators. Being a socially responsible
organization, Bank decided to contribute Rs. 20.00 lakhs/-
(Rupees Twenty lakhs only ) plus taxes to each district to
upscale the healthcare facilities. The initiative is aimed at
strengthning the Government’s initiative of Rogi Kalyan
Samitis by upscaling and upgradation of existing health
system in the beneficiary districts. A total of Rs. 9.19 crores
was utilized on this initiative. The initiative saw an active
participation of Bank’s officials and local administration/
CMO(s) in the concerned districts.
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T 9l : 3 faazur Section C: Other Details
1. FNSe R ﬁst GFJ.EN)' Fa/Fufra 27 1. Doesthe Bank have any Subsidiary Company/ Companies?
®. JuiT A. Subsidiaries
i. 52613 fiq- W i.  Domestic Subsidiaries
& I BT T Farfired a1 T %) S. No. Name of the Entity Proportion of ownership %
- - 0
: 1 |PNB Investment Services 100.00%
o gaeHe Afdo 100.00%
! o < ’ Limited
2 Grod) e fofiee 74.07% 2 |PNB Gilts Limited 74.07%
o W — - B 3 |PNB Insurance Broking -
3 e frfir H ST Pvt. Ltd.*
4 God) pred TS RIS 100.00% 4 |PNB Cards and Services 100.00%
g IS Limited

*The Company was in voluntary liquidation and capital stands extin-
guished and liquidator shall be completing the necessary formalities to
conclude the winding up procedure.

*PyH] Wfead GREFTTT 4 o SiIv Tofl FHTe 81 78 & SR GRwTH S FHTT
TIHaT B GRT B B 119 STTeqH SIqaAIREBATY G BRT |

i, Jrais srgu R ii. International Subsidiaries
b, . rfied &1 S. . Country of | Proportion of
T EIE] A= E
. NiRsalfeal @1 IUTd (%) No. Name of the Entity Incorporation | Ownership %
1 0,
1 o e \ e - 100.00% 1 | PNB International Ltd. | UK 100.00%
- 2 | Druk PNB Bank Ltd. Bhutan 51.00%
2 |39 digadl 9% fafics . |ye™ 51.00%

. IRty (o o RN 20% a1 SEQ 3) B. Associates: (Bank having 20% or more stake)
i H’\\’?'L A i. Domestic Associates
- A arivr A& /3= TaifiTed w1 S. | Name of Regional R.ural Banks / Other Proportif)n of
. At @ ST (%) No. — Asso?lates Ownership (%)
1 |aferer faer o So, g 35.00% 1 |Dakshin Bihar Gramin Bank, Patna 35.00%
5 [ =R T S5 S 35.00% 2 |Sarva Haryana Gramin Bank, Rohtak 35.00%
3 R Jore T g e 35.00% 3 |Himachal Pradesh Gramin Bank, Mandi 35.00%
4 |Gorra Tt T, PR 35.00% 4 |Punjab Gramin Bank, Kapurthala 35.00%
R F— Tﬁ o 5, %S 35.00% 5 |Prathama UP Gramin Bank, Meerut 35.00%
6 |orer T R I, oraH 35.00% 6 |Assam Gramin Vikas Bank, Assam 35.00%
7 | T R S, afdem ave 35.00% 7 |Bangiya Gramin Vikas Bank, West Bengal 35.00%
8 Fri%rq;? T S, SHT 35.00% 8 [Manipur Rural Bank, Imphal 35.00%
9 %‘W T B, SRS 35.00% 9 |Tripura Gramin Bank, Agartala 35.00%
10 |Gro=d) Trefm Brgeia e 32.57% 10 |PNB Housing Finance Limited. 32.57%
11 [ g FeoTsw SR SN U= e 30.00% 11 |PNB Metlife India Insurance Co. Limited 30.00%
12 | SR TATadRe SR AT SR F.f7|  23.00% 12 |Canara HSBC OBC Life Insurance Co. Ltd. 23.00%
13 |3 vagaE Tie Ravgae™ wuHl fafiics|  20.90% 13 |India SME Asset Reconstruction Co. Ltd 20.90%
o STﬂTﬁ%fRI e~ ii. International Associates
. ﬁw/ﬂ’&’ﬂrﬁﬂﬁ BT BT arfireg &1 S. Name of'Entity/ . Country ?f Proporﬁ?n of
. ST 97 ST (%) No. Associates . incorporation | Ownership (%)
- : 1 JSC Tengri Bank Kazakhstan 41.64%
L Z S g ] gl *Agency of Republic of Kazakhstan for Regulation and Development

of Financial Market (AFR) revoked license of JSC Tengri Bank with
effect from 18 September 2020 to conduct Banking, other operations
and activities in the securities market and appointed Temporary
Administrator.

AT G’ P [AFFET SR [APRT &g BOibeT ORI B Yord]
(TUHaITR) 7 18 Rydaw 2020 & Fiayfa Frow g & o Farerd Siv
AT BT GRATTT BT P oIy SITee] ST d BT TS I8 DY [l
S et TR (g fa5e |




iii. AYT e ARSI

®. | aer/ weaifil &1 | fRmE &1 | @i a1

| BIL| R Igurd (%)
1 | TaRze 9% ferfacs aTe 20.03%

iv. ufafafs srafeaa

®. | yfafafe erafa | s &1 | arfica &

H. & ¥ il U (%)
1. | TREN: ST AT 100.00%

2. | 33 A RIR 100.00%

2. @ IFuM FuA/HuE A dUN B FRITR
SRGII ugdl d FgHTfiar &xd) 2 ? afe &, at et
s Hufi(al) H HEn T |
&l

3. 1 PHIS I WIAT/FEAY (Frerta snyfiaal, faaws
zalfe) s /RFe a1 39 RITR &Rl &,
HU DY PRITR SARKIIE Ygell A ASHIAIET Bl
27 afe 21, a1 Y Gren/gvensnt &1 yfaera sag?
[30% | &, 30%—60%, 60% A 3feS |
&l

@ I : PRITR IR G-

1. HRITR SAREIIWE & foy Sarerl Ffe e /e vmal
&1 faazor

7 SRR Suafid Afa/Afea @ sratas
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iii. Joint Venture: International

S. Name of Entity/ Country of Proportion of
No. Associates incorporation | Ownership (%)
1 Everest Bank Ltd. Nepal 20.03%

iv. Representative Offices

S. Name of Country of | Proportion of
No. | Representative Office | incorporation | Ownership%

1 | RO: Dhaka Bangladesh 100.00%

2 | RO: Yangon Myanmar 100.00%

2. Do the Subsidiary Company/Companies participate in the
BR Initiatives of the parent company? If yes, then indicate
the number of such subsidiary company(s)

No

3. Do any other entity/entities (e.g. suppliers, distributors
etc.) that the Company does business with, participate in
the BR initiatives of the Company? If yes, then indicate
the percentage of such entity/entities? [Less than 30%,
30-60%, More than 60%]

No
Section D: BR Information

1. Details of Director/Directors responsible for BR

a) Details of the Director/Directors responsible for

g@ SHASE] ﬁl?*}1"13;/1%'33“5I @ faavo implementation of the BR policy/policies
&. ¥ i EERS S. No. Particulars Details
1 SI3MTSYA 4. o +Tel 1 DIN No. Not Applicable
ikl ST BT DHR 2 Name Shri Kalyan Kumar
3 EERIkG] HTITAD feTH 3 Designation Executive Director

dl) BRITR STREIIE Y= &1 faawon

b) Details of the BR Head

®. ¥ R0 faazo

1| SemEyA . EIVGE]

2 |9 M A [T HAR Y,

3 | ugA™ & Hel9ad,
PRI Jaee g
SIDEANENERI

4 | XYM 9. 01128044232

5 | S—Hof3mSSl rksaboo@pnb.co.in

S. No. Particulars Details

1 DIN Number Not Applicable

2 Name Shri Rajendra Kumar Saboo

3 Designation Chief General Manager,
Strategic Management and

Economic Advisory Division

4 | Telephone number 011-28044232

5 | e-mailid rksaboo@pnb.co.in
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2. Principle-wise (as per NVGs) BR Policy/policies (Reply in Y/N)

Business Product Wellbeing of | Stakeholder En- | Human | Environ- | Public CSR Customer
S. . Ethics | Responsibility | Employees | gagement & CSR | Rights ment | Policy Relations
No Questions
P1 P2 P3 P4 P5 P6 P7 | P8 P9
1 |Do you have policy/policies Y Y Y Y Y Y Y Y Y
for....?
2 |Has the policy being formulated Y Y Y Y Y Y Y Y Y

in consultation with the
relevant stakeholders?

3 |Does the policy conform to Y Y Y Y Y Y Y Y Y
any national /international
standards? If yes, specify? (50
words)

4 |Has the policy been approved Y Y Y Y Y Y Y Y Y
by the Board? If yes, has it been
signed by MD/owner/CEOQ/
appropriate Board Director?

5 |Does the company have a Y Y Y Y Y Y Y Y Y
specified committee of the
Board/ Director/Official to
oversee the implementation of
the policy?

6 |Indicate the link for the policy
to be viewed online?

7 |Has the policy been formally Y Y Y Y Y Y Y Y Y
communicated to all relevant
internal and external
stakeholders?

8 |Does the company have in- Y Y Y Y Y Y Y Y Y
house structure to implement
the policy/policies?

9 |Does the Company have a Y Y Y Y Y Y Y Y Y
grievance redressal mechanism
related to the policy/policies

to address stakeholders’
grievances related to the policy/
policies?

10 |Has the company carried out Y Y Y Y Y Y Y Y Y
independent audit/evaluation
of the working of this policy by
an internal or external agency?

www.pnbindia.in

2a. If answer to S.No. 1 against any principle, is ‘No’, please explain why: (Tick up to 2 options)

S.No. Questions P1|p2|p3|Pa|ps|pe|P7|Ps]Po

1 |The company has not understood the Principles

2 |The company is not at a stage where it finds itself in a position to formulate and
implement the policies on specified principles

3 |The company does not have financial or manpower resources available for the

task NOT APPLICABLE

4 |ltis planned to be done within next 6 months

It is planned to be done within the next 1 year

6 |Any other reason (please specify)
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3.

Governance related to BR

e Indicate the frequency with which the Board of
Directors, Committee of the Board or CEO meet to
assess the BR performance of the Bank. Within 3
months, 3-6 months, Annually, More than 1 year.

The BR performance of the Bank is assessed Annually
by the Board of Directors.

e Does the Bank publish a BR or a Sustainability
Report? What is the hyperlink for viewing this? How
frequently it is published?

Business Responsibility Report is a part of Annual
Report and is published Annually. It is present along
with Annual Report and is also available separately
in the “About us” section on the website of the Bank
under the hyperlink https://www.pnbindia.in.

Section E: Principle-wise performance

Principle I: Businesses should conduct and govern themselves
with Ethics, Transparency and Accountability

1.

Does the policy relating to ethics, bribery and corruption
cover only the Bank? Yes/ No. Does it extend to the
Group/Joint Ventures/ Suppliers/Contractors/NGOs /
Others?

The policy related to ethics, bribery and corruption cover
only the Bank and does not extend to the Group/Joint
Ventures/Others. Bank has a Whistle Blower policy to
receive protected disclosure relating to any allegation of
corruption or wilful misuse of power. Bank has also laid
down guiding principles regarding ethical code of conduct
and measures to tackle bribery and corruption in the
organization. This code sets forth the principles on which
the Bank shall operate and conduct its business with its
stakeholders, Government agencies, the Regulators, media
and other concerned parties.
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2. How many stakeholder complaints have been received

in the past financial year and what percentage was
satisfactorily resolved by the management? If so, provide
details thereof, in about 50 words or so.

ATed Customer
IARERSD Shareholder
HoileRyATH | HRYA CGRMS | CRM

1 el 2021 do o™ 7175 81389 1 Number of complaints 7175 81389 1
a4 o BT ¥ Sfag pending at the beginning of
e g T the financial year as on 1

April 2021
99 & SRE T Rrpraal 139584* 1598676* g Number of complaints 139584* | 1598676* 19
EREECI received during the year
foa a9 2022 d& & 146759 1680065 20 Total complaints in FY22 146759 | 1680065 20
9§ & SR fuerE e 145852 1650370 20 Number of complaints 145852 | 1650370 20
Brpral & g disposed off during the year
yerE @1 Elﬁ'%]ﬁ(%) 99Y% 98% 100% Percentage (%) of resolution 99% 98% 100%
31 97, 2022 foEmE & 8fd 907 29695 0 Number of complaints 907 29695 0
P 9y awgﬁ RBrerdi remaining unresolved at the
REECI end of the quarter as on 31

March 2022

*farT o 2021—22 @ SIRTT FoT 19,68,043 [R1eprad 91T g%, for7d o 2,29,783
fRrBIITl BT FETETT [P/ 1%y 81 @& SIH-1 fa=il & ¥Iav 537 737 | §9 JPI,
$7% Il @ wU § 78] 91971 17 & | §9fer, faw atf 2021—22 & g1 g1 Rurc
@1 7T RIrral 1 Fot T 17, 38,260 & SV 31-03—2022 % TED BT =
Rrerad 30602 &/

RIgid II: PRITR $ VA SIS AR AV Y ST

=1fag i1 i3 8l ae 3 9¥qul Sfiad g% @ ]I

Rerxar % wers 8l |

Y. U4 U9 3 IUEl 9 ATl B gdl 999 o)
JWRET H FHIS AT ggiaror & defea faarg, snfew
AT/ 312041 IR 2T & |

% 8 GREa B & [ a8 waferv1 & srgae uRATSTIRI
1 faradyor o | FfoRad o S & e feors= 4
JHEITS AT GATaRe fdiali, SRaAT 3ik,/3T ra<Ri &l
IfAet far T R |

1. figad) WH $R FK0T: 59 SUTE BT ST ARHIT SUATT
3 foTU 8 sl PR B TR 2 |

2. AT FOT AISHAT & dgd QIR SHull gonfeaal &1
faaaiyor: s9 o BT ST AARIY TR H whe™ IR
YOIl & WITI § |

3. digadl A Uss: $9 0 61 eI §—Rawn (7Y gIwDhi)
& URTE SiTIReR 1 FERIAT BT AR Y& SURSBARN B
foTT ISR & T9AR UST HRAT R |

*A total of 19, 68,043 complaints were received during the FY 2021-22,
out of which 2, 29,783 complaints were resolved within T+1 days of its
receipt. As such, these have not been treated as complaints. Therefore,
the total number of reported complaints received during the FY 2021-22
is 17, 38,260 and the pendency of Customer complaints as on 31-03-
2022 is 30,602.

Principle II: Businesses should provide goods and services that
are safe and contribute to sustainability throughout their life
cycle

A. List up to 3 of your products or services whose design has
incorporated social or environmental concerns, risks and/
or opportunities.

The Bankensuresthatits financingistowards environmental
friendly projects. The following are some of the products
whose design has incorporated social or environmental
concerns, risks and/or opportunities.

1. PNB Green Car Loan: The purpose of the product is
purchase of new electronic car for personal use.

2. Financing of Solar Power systems under Housing Loan
Scheme: The purpose of the loan is the installation of
rooftop solar system at residential house.

3. PNB Green Ride: The purpose of the loan is to assist
transport operators of e-rickshaws (new entrants) and
to create employment opportunities for the micro
borrowers.
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For each such product, provide the following details in
respect of resource use (energy, water, raw material etc.)
per unit of product (optional):

i.  Reduction during sourcing/production/ distribution
achieved since the previous year throughout the

value chain?

ii. Reduction during usage by consumers (energy,
water) has been achieved since the previous year?

Not Applicable.

Does the Bank have procedures in place for sustainable
sourcing (including transportation)? If yes, what
percentage of your inputs was sourced sustainably?

Bank promotes usage of sustainable products in its
Construction, Renovation and Furnishing works through
various guidelines issued from time to time.

Further, recently to promote usage of sustainable and
green fuel/ energy vehicles amongst staff members
wherein, Bank has issued the guidelines for reimbursement
of monthly expenses.

Has the Bank taken any steps to procure goods and services
from local & small producers, including communities
surrounding their place of work?

If yes, what steps have been taken to improve the capacity
and capability of local and small vendors?

Bank is a financial service provider and is not involved
directly in the procurement of goods. Tangible items are
not processed by the Bank. However the customers are
encouraged to obtain their raw material inputs from Micro,
Small & Medium Enterprises (MSMEs).

Bank has adopted Purchase Preference Policy (PPP) -
Make In India issued by Govt of India to promote Indian
Manufacturing. Through this policy “Class-I local supplier®
gets purchase preference over “Class-Il local supplier*
as well as “Non-local supplier”. Bank has also adopted
Purchase Preference Policy issued by the Ministry of
MSME, Govt. of India to promote participation of Micro
and Small Enterprises (MSEs) in procurement.

Bank provides all types of fund based and non-fund based
facilities to the borrowers for setting up new units and
expansion of existing business units. In order to provide
timely financial support to MSME, various initiatives are
taken by Bank such as Tie-Ups for channel financing, co-
lending of loans, launch of innovative schemes like cash
flow based schemes - PNB GST Express Loan, and PNB
Tatkal Scheme, and lending solutions such as PNB LenS,
Government induced lending through GECL and PM
SVANidhi schemes, etc.
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Does the Bank have a mechanism to recycle products
and waste? If yes what is the percentage of recycling of
products and waste (separately as <5%, 5-10%, >10%).
Also, provide details thereof, in about 50 words or so.

For recycling products and waste Bank follows some of the
initiatives as under:

1. As part of Bank's record keeping and record
management policy, all the old disposable records
(Papers) have to be destroyed by record keeping
agency, which is then used by the agency to recycle
the paper.

2. To recycle the waste water, Bank constructs and
operates Sewerage Treatment Plants in its major
Administrative Buildings as per the feasibility.

3. Asfaras possible, buy back of the old hardware is kept
in the scope of vendors supplying new IT Hardware to
the Bank who further recycle the e-waste from old IT
Hardware at their end.

Principle Ill: Businesses should promote the well-being of all
employees.

1.

Please indicate the Total number of employees.

The total number of employees (including those on
deputation in subsidiaries) as on 31 March, 2022 was
1,03,144.

Please indicate the Total number of employees hired on
temporary/contractual/casual basis.

NIL.

Please indicate the Number of permanent women
employees.

The number of permanent women employees as on
31t March, 2022 was 24,287

Please indicate the Number of permanent employees
with disabilities?

The number of permanent employees with disabilities as
on 31 March, 2022 was 2,830.

Do you have an employee association that is recognized
by management?

There is no provision for recognition of Union/Association
in the Bank. However, Industrial Relations Machinery
meeting and Managerial Relations Machinery meeting are
being held with Majority Workmen Union i.e. All India PNB
Employees Federation & Majority Officers’ Association
i.e. All India PNB Officers Association respectively.



aimie e (8
o
ANNUAL %
REPORTIN
6. o U] YT HHAN) 9 & dowdl ¥ 3dd ) 6. What percentages of your permanent employees are
HaRAY &1 yferera <= 27 members of this recognized employee association?
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IS Y,/ A6 b G| P TR 8 ory
All India PNB Employees Federation — 70.75 Percent
IRge AR gl HHER "" — 7075 gfoerd (36178/51132)
(36178,/51132) All India PNB officers Association — 81.25 Percent
31Reae AR Gruedl ST | — 81.25% (42096,/51812) (42096/51812)
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P. Sofy NG| a"N_aﬁ Hﬁ SRS w S. e Complaints | Complaints
9. T8 Rreraal @ | «ifya Rreraal No. gory filed during | pending as at
q@I D &= FY’22 end of FY’22
1 | g AS igé 0 0 1 |[Child labour/forced 0 0
ST AR/ labour/involuntary labour
a%%a?mﬁ
2 | I SIS 13 3 2 |Sexual harassment 13 3
3 q}f—qrqw ISR 0 0 3 [Discriminatory 0 0
employment
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gy Y&l gd bIerd S=1a yRiEvr ys fean wn?
T R BEAR) : 55.87 Uforerd

. el |fgen HER: 47.52 gfoera
AL SMHRHAD /SR /I AGTHD HHAN] - A &l
S 3H FHAN : 61.42 HfAerd

Rrgia Iv : aRIAR &1 9l feaurs®!, fagivsx o 9fE,
HHSIN U4 ATHREA &, S fadl D1 ST G-I A1y
3 S ufy SxerN 81+ =iy |

1.

T 9 A JUA ATARS AR 9121 *augrRs! @1 AT
P _?

9P R AR IR 91 FRAURDI B! Ugad @ 718 8 3R
ITH 39D IIRYURSB, HI9D, UTedh, HHAR], URDR 3R
faferarde voifm snfaer € |
SURI™H H A T db 1 dfd, AR Ud AfeRSH
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were given safety & skill up-gradation training in the last
year?

A. Permanent Employees: 55.87 Percent

B. Permanent Women Employees: 47.52 Percent

C. Casual/Temporary/Contractual Employees: NA

D. Employees with Disabilities: 61.42 Percent

Principle IV: Businesses should respect the interests of, and be
responsive towards all stakeholders, especially those who are
disadvantaged, vulnerable and marginalized.

1.

Has the Bank mapped its internal and external

stakeholders?

The internal and external stakeholders have been identified
by the Bank and they include its shareholders, investors,
customers, employees, Government and Regulatory
agencies.

Out of the above, has the Bank identified the
disadvantaged, vulnerable & marginalized stakeholders?

The disadvantaged, vulnerable and marginalized
stakeholders are identified as per the guidelines of the
Government and the Regulator. The targets for Financial
Inclusion, Priority Sector Lending and lending to the
marginalized sections of the society are set by the Bank as
per these guidelines. Bank has appropriate mechanism/
schemes for meeting the needs of differently abled
customers and Senior citizen as per IBA guidelines.
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3. Are there any special initiatives taken by the Bank
to engage with the disadvantaged, vulnerable and
marginalized stakeholders. If so, provide details thereof,
in about 50 words or so.

Bank helps the marginalized, unbanked and financially
excluded sections of the society to enable them to
contribute their share to the economy. Access to financial
services is of utmost importance to strengthen these
marginalized sections and make a significant contribution
to their social and economic development. Bank has been
an active participant in various Government schemes such
as PMIJDY, PMMY, Stand Up India, Start Up India, DRI,
PMAY, PMJIBY, PMSBY, APY, SSY, etc. and comes out with
products and services specifically for disadvantaged and
marginalized stakeholders.

PNB Vikas Scheme: The objective of PNB VIKAS is to develop
the adopted village in a holistic manner, which includes their
economic development, infrastructure development and other
aspects of human development e.g. sanitation, drinking water
supply, education, electricity, health, etc. besides access to
credit, digitalization and Financial Literacy. Presently, Bank has
adopted 295 villages under the scheme.

Farmer Training Centre (FTCs): Bank has established 12 Farmers
Training Centres. The FTCs are providing free of cost training on
agriculture & allied activities, and also for computers, cutting
& tailoring/ embroidery and entrepreneurship development
programs. Since inception, FTCs have imparted training to
16,44,102 persons by conducting 55,017 training programs.
These Training Centres have been equipped with the Mobile
Van having Soil testing facilities at the farmers’ fields and LED
for audio visual display of informative video clips to the farmers.
Bank spent Rs. 475.72 Lakh under this, during FY 2021-22.

Rural Self Employment Training Institutes (RSETIs): There are
76 RSETIs (under aegis of MoRD) and 2 Rural Development
Centres (PNB initiatives) operating in India which are engaged
in providing training to rural population and their families for
skill up gradation to undertake self-employment ventures/
Jobs. During the FY 2021-22, 41,718 persons were trained
in these centers out of which 27,380 belong to BPL families
and 32,948 were women. Total number of trained candidates
since inception is 4,92,418 out of which 2,06,241 were from
BPL families and 3,15,856 were women. RSETIs are focusing
for settlement of participants by ensuring adequate credit for
inclusive growth. Total settled candidates are 3,32,028 since
inception. Bank spent Rs. 2753.97 Lakh under this during FY
2021-22.

Prime Minister Jan Dhan Yojana (PMJDY): Bank is opening
PMJDY accounts of disadvantaged, vulnerable & marginalized
stakeholders at Zero balance and educating & enrolling
them under Social Security Schemes launched by GOI. As on
31 March, 2022. Bank has opened more than 4.18 Crore
accounts under PMJDY scheme.
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Bank also runs various Trusts/Centers such as PNB Farmers’
Training Centers (FTCs), Rural Self Employment Training
Institutes (RSETIs), and Financial Literacy Centres (FLCs) in
order to empower the marginalized sections. Welfare schemes
such as PNB Vikas- Village Adoption Scheme, PNB Ladli, PNB
(Kisan Balak Shiksha Protsahan Yojana) are also undertaken to
achieve the desired outcomes.

Bank has appropriate mechanism for meeting the needs of
disadvantaged, vulnerable and marginalized stakeholders so
that they are able to avail the Bank’s services without difficulty.
Door Step banking services are being provided for senior citizens
and differently abled persons to deliver basic banking facility.

Various activities are carried out under Bank’s Corporate Social
Responsibility by Bank’s various field offices and Head Office
independently. Also, in collaboration with NGOs, organization is
working for the welfare of the various needy sections of the society.

Principle V: Businesses should respect and promote human
rights

1. Does the policy of the Bank on human rights cover only
the company or extend to the Group/Joint Ventures/
Suppliers/Contractors/NGOs/Others?

All the policies issued by HRMD including policy related
to Human rights are only applicable to employees of PNB
and doesn’t extend to Group/Joint Ventures/ Suppliers/
Contractors/NGOs/Others.

2. How many stakeholder complaints have been received in
the past financial year and what percent was satisfactorily
resolved by the management?

During FY 2021-22, out of a total number of 1,46,759
complaints (i.e.7,175 complaints outstanding as on 31st
March, 2021, and 1,39,584 complaints received during FY
2021-22), 1,45,852 complaints were resolved up to the
satisfaction of the complainant, till 31 March, 2022 in
CGRMS Portal.

Further, during FY 2021-22, out of a total number of
16,80,065 complaints (i.e., 81,389 complaints outstanding
as on 31st March, 2021, and 15,98,676 complaints received
during FY 2021-22), 16,50,370 complaints were resolved
up to the satisfaction of the complainant, till 31 March,
2022 in CRM Portal.

Total number of shareholder complaints during FY 2021-22
were 20 out of which, all complaints were resolved as on
31 March, 2022.

Principle VI: Business should respect, protect and make efforts
to restore the environment

1. Does the policy related to Principle 6 cover only the
Bank or extends to the Group/Joint Ventures/Suppliers/
Contractors/NGOs/others.

The guidelines cover Punjab National Bank only.
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Does the Bank have strategies/ initiatives to address
global environmental issues such as climate change,
global warming, etc? Y/N. If yes, please give hyperlink for
webpage etc.

Yes, Bank has strategies to address global environmental
issues such as climate change, global warming. Bank
believes in conducting responsible businesses. Bank has an
ESG Framework in place. Board Level sub-committee steers
the ESG initiatives. Potential sectors exposed to physical
and transition risk have been identified by the Bank.

Banks’ credit rating and credit appraisal process takes into
account environment related aspects. Efforts on enhancing
credit on boarding and credit rating process are ongoing
by incorporating ESG attributes in detail. Various schemes
such as financing e-vehicle, solar panels, solar pumps etc.
have been launched to support green energy.

Bank focuses on energy efficiency and ways to sustainable
use of air conditioners, computer and desktop monitors,
lighting, travel and transportation, efficient electricity
consumption etc.

Does the Bank identify and assess potential environmental
risks?

Yes, the Bank identify and assess potential environmental
risks. Bank restricts extending finance for setting up of
new units consuming / producing the Ozone Depleting
Substances (ODS). Bank also does not advocate extension
of financial assistance to small / medium scale units
engaged in the manufacture of the aerosol units using
Chloro Fluoro Carbons (CFC).

Bank looks into necessary statutory and other approvals
/ permissions including from Pollution Control Board,
wherever required, from the borrower before disbursement
of Term Loan.

To assess climate risk, Bank has identified industries/
sectors that are exposed to physical and transition risk and
Banks total credit exposure towards these sectors. Certain
industries have been identified that may be adversely
impacted by climate change and those which are the
sunrise industries.

Does the Bank have any project related to Clean
Development Mechanism? If so, provide details thereof,
in about 50 words or so. Also, if yes, whether any
environmental compliance report is filed?

The Bank does not have any project related to Clean
Development Mechanism. Bank implement various Energy
conservation guidelines/ policies issued by Government of
India/ Indian Banks’ Association/ Energy Efficiency Services
Limited (EESL), etc.

Has the Bank undertaken any other initiatives on — clean
technology, energy efficiency, renewable energy, etc?
Y/N. If yes, please give hyperlink for web page etc.
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Yes, the following initiatives have been undertaken on —
clean technology, energy efficiency and renewable energy,

a. Adoption of Green Practices: Bank has implemented
certain Green practices such as digitization, re-use of
e-waste etc. to conserve resources (electricity, water,
paper, etc.).

b. Digital Banking: Bank promotes digital banking
by way of e-services, such as UPI payment (BHIM
PNB), use of net banking, Mobile banking, Green Pin
etc.

c. Other Financing Schemes to promote Green
Economy: To promote Green Economy, Bank has
introduced various financing schemes viz., PNB Saur
Urja Yojana (PNB Solar Energy Scheme), Scheme for
Financing E-Rickshaws — ‘PNB GREEN RIDE’, Scheme
for Financing Setting Up of Bio-Gas Units, Solar
Power Project Financing, Scheme for Financing Green
Houses, soil conservation, schemes for installation of
solar water pumping system, etc.

The hyperlink for viewing the same is www.pnbindia.in

Are the Emissions/Waste generated by the Bank within
the permissible limits given by CPCB/SPCB for the
financial year being reported?

Being a service sector organization, the Bank does not
generate any toxic/hazardous pollutants.

Number of show cause/ legal notices received from CPCB/
SPCB which are pending (i.e. not resolved to satisfaction)
as at end of Financial Year.

Being a service sector organization, it is not applicable.

Principle VII: Businesses, when engaged in influencing public
and regulatory policy, should do so in a responsible manner

1.

Is your Bank a member of any trade and chamber or
association? If Yes, name only those major ones that your
business deals with:

Bank is a member
Associations:

of following major Chambers/

a) Associated Chambers of Commerce and Industry of
India (ASSOCHAM)

b) Confederation of Indian Industry (Cll)
¢) Standing Committee of Public Enterprises (SCOPE)
d) PHD Chamber of Commerce. (PHDCCI)

e) Administrative Staff College of India (ASCI)
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Have you advocated/lobbied through above associations
for the advancement or improvement of public
good? Yes/No; if yes specify the broad areas (drop
box: Governance and Administration, Economic
Reforms, Inclusive Development Policies, Energy security,
Water, Food Security, Sustainable Business Principles,
Others).

Yes, the broad areas of banking and finance are discussed in
various forums of the Government and the Regulator. Bank
and its Top Management are a part of the various working
groups set up by the Regulator and Policymakers. Thus,
Bank’s inputs and suggestions regarding various economic
and financial issues are considered while formulating the
policies.

Principle VIII: Businesses should support inclusive growth and
equitable development

1.

Does the Bank have specified programmes/initiatives/
projects in pursuit of the policy related to Principle VIII? If
yes details thereof.

The Bank supports inclusive growth and equitable
development through Government agenda of financial
inclusion by offering various products and services to the
unbanked and marginalized sections of the society. Loans
are distributed through various Government’s schemes
from time to time namely from Pradhan Mantri Jan Dhan
Yojana (PMJDY), Pradhan Mantri Mudra Yojana (PMMY),
Deendayal Antyodaya Yojana-National Rural Livelihoods
Mission (DAY-NRLM), Differential Rate Of Interest (DRI),
Deendayal Antyodaya Yojana-National Urban Livelihoods
Mission (DAY-NULM), Pradhan Mantri Awas Yojana (PMAY),
Pradhan Mantri Jeevan Jyoti Bima Yojana (PMJIBY),
Pradhan Mantri Suraksha Bima Yojana (PMSBY), Pradhan
Mantri Fasal Bima Yojana (PMFBY), Atal Pension Yojana
(APY), Sukanya Samriddhi Yojana (SSY), Basic Saving Bank
Deposit Account (BSBDA), etc.

Bank uses Business Correspondent (BC) model to provide
comprehensive financial services to the underprivileged
sections encompassing Savings, Credit, Cash in & Cash out
services, Remittance, Insurance, Pension, Mutual Fund.

Lending Under Priority Sector by the Bank: Credit to
Priority Sector stood at Rs. 2,83,712 Crore as on 31 March,
2022. The percent of Priority Sector Advances to Quarterly
annual average Adjusted Net Bank Credit (ANBC) is 42.42
percent as against the prescribed National Goal of 40
percent.

a) Creditto Agriculture sector stood at Rs. 1,22,708 Crore
as on 31 March, 2022. The percentage of Agriculture
Advances to Quarterly annual average ANBC is
18.35 percent against the prescribed National Goal of
18 percent.
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b) Credit to Small/ Marginal Farmers stood at Rs. 65,979
Crore as on 31 March, 2022. The percentage of
advances to Small/ Marginal farmers to Quarterly
annual average ANBC is 9.87 percent as against the
prescribed National Goal of 9 percent.

c¢) Credit to Micro Enterprises stood at Rs. 53,963 Crore
as on 31 March 2022. The percentage of advance to
Micro Enterprises to Quarterly annual average ANBC
is 8.07 percent as against the prescribed National Goal
of 7.50 percent.

d) Advances to Weaker Sections stood at Rs. 90,002
Crore as on 31t March, 2022. The achievement is
13.46 percent as against National goal of 11 percent
of Quarterly annual average ANBC.

e) Credit to women beneficiaries stood at Rs. 77,932.54
Crore as at the end of 31*March, 2022.

f)  Creditto Minority Communities stood atRs. 27,071.50
Crore as at the end of 31t March, 2022.

g) Credit to SC/ST Communities stood at Rs. 6,664.14
Crore as at the end of 31t March, 2022.

Are the programmes/projects undertaken through in-
house team/own foundation/external NGO/government
structures/any other organization?

Bank has dedicated divisions Priority Sector Division,
Financial Inclusion Division, MSME Division, Corporate
Social Responsibility Cell that undertake various
programs/projects under the financial inclusion and
Corporate Social Responsibility. The progress at grass-root
level is also monitored through Zonal Offices and Circle
Offices.

Various CSR activities/programmes are undertaken by
active participation of CSR team at HO/Zonal Offices in
collaboration with different NGOs, trusts and organization
working towards the welfare of the society at large. PNB
PRERNA, an association of the wives of the senior officials
of the Bank along with senior lady officials of the Bank, is
voluntarily involved in carrying forward the CSR agenda of
the Bank.

Have you done any impact assessment of your
initiative?

Proposals are assessed and prior due diligence is done
for requirements with the help of concerned field offices.
Bank undertakes periodic reviews of various projects and
regularly assesses their outcomes and performance. As a
result of continuous monitoring and evaluation, Bank has
been able to take corrective steps and has shown good
progress under various Government sponsored and social
security schemes surpassing the budgeted levels.
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What is your Bank’s direct contribution to community
development projects-Amount in INR and the details of
the projects undertaken?

The Bank’s contribution to community development
program has been made through its various projects such
as:

a. Farmers Training Centers (FTCs): Bank has established
12 Farmers Training Centres. The FTCs are providing
free of costtrainingon agriculture & allied activitiesand
also for Computers, cutting & tailoring/ embroidery
and entrepreneurship development programs. Since
inception, FTCs have imparted training to 16,44,102
persons by conducting 55,017 training programs.
These Training Centres have been equipped with the
Mobile Van having Soil testing facilities at the farmers’
fields and LED for audio visual display of informative
video clips to the farmers. Bank spent Rs. 475.72 Lakh
under this during FY 2021-22.

b. Rural Self Employment Training Institutes (RSETIs):
There are 76 RSETIs (under aegis of MoRD) and 2 Rural
Development Centres (PNB initiatives) operating in
India which are engaged in providing training to rural
population and their families for skill up gradation to
undertake self-employment ventures/Jobs. During
the FY 2021-22, 41,718 persons were trained in
these centers out of which 27,380 belong to BPL
families and 32,948 were women. Total number of
trained candidates since inception is 4,92,418 out of
which 2,06,241 were from BPL families and 3,15,856
were women. RSETIs are focusing for settlement of
participants by ensuring adequate credit for inclusive
growth. Total settled candidates are 3,32,028 since
inception. Bank spent Rs. 2753.97 Lakh under this
during FY 2021-22.

c. PNB Ladli: The Scheme is meant for popularization
of education among girls of Rural / Semi Urban
areas. Under the scheme, Bank is providing for
education inputs of Rs. 2,500/- in lump sum and
Rs. 100/- per month as pocket allowance to 10
needy girl students of each identified village.
Selected girls will continue to get support every
year till they complete 12t class. During FY 2021-22,
Rs. 8.47 Lakh was distributed amongst 435 girls
students. So far, we have distributed Rs. 184.34 Lakh
to 10,126 girls under this scheme upto 31 March,
2022.
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d. PNB Kisan Balak Shiksha Protsahan Yojana: The
scheme has been launched to provide financial
assistance to the students of poor agriculture
borrowers comprising of small farmers, marginal
farmers, tenant farmers, oral lessees and agriculture
labour. They are eligible provided their loan account
is running regular. Since inception, Rs. 47.98 Lakh has
been given as incentive to 1553 students up to 31
March, 2022 under the scheme.

Have you taken steps to ensure that this community
development initiative is successfully adopted by the
community?

To ensure that this community development initiative
is successfully adopted by the community all the
stakeholders such as local Government, NGOs, Panchayati
Raj Institutions, local residents etc are involved while
implementing the community development initiatives/
schemes like PNB VIKAS- Village Adoption Scheme,
Kisan Clubs, Kisan Goshthies, etc. The developmental
activities are identified based on the feedback of the local
agencies and requirement of the local populace. Further,
panchayats/ Self Help Groups and their members are
involved for advocating the benefits of the activities which
results in better acceptability of the activities/ products.
The involvement of the local organizations helps in ensuring
the success of such programs facilitate long term positive
changes in the society.

Principle IX: Businesses should engage with and provide value
to their customers and consumers in a responsible manner

What percentage of customer complaints/consumer
cases are pending as on the end of financial year?

Nearly 1.76 percent of customer complaints are pending as
at the end of FY 2021-22.

Does the Bank display product information on the product
label, over and above what is mandated as per local laws?
Yes/No/N.A. /Remarks(additional information)

Yes, the details of various financial products offered by
the Bank are advertised on the Bank’s website; awareness
is also spread via pamphlets and brochures. Bank also
advertises its products via print, electronic and social
media. It maintains an active presence on various social
media platforms such as Facebook, Twitter, LinkedIn and
Youtube which effectively advertise various features of the
products and services offered by the Bank.
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Is there any case filed by any stakeholder against the Bank
regarding unfair trade practices, irresponsible advertising
and/or anti-competitive behaviour during the last five
years and pending as at the end of financial year. If so,
provide details thereof, in about 50 words or so.

Under this category, one matter namely P. Ramadevi is
pending before State Commission Madurai (Chennai Circle)
under the unfair trade practices category.

Did your Bank carry out any consumer survey/consumer
satisfaction trends?

Bank fully realizes the importance of customer service
and continues to lay utmost priority to render prompt and
efficient services to customers. In order to achieve the
desired objective, Bank has formulated a robust Grievance
Redressal Policy keeping in view the guidelines issued by
Reserve Bank of India on Customer Service. Every possible
effort is made to redress the grievances of customers
within the framework laid down in the Grievance Redressal
Policy.

Bank has an On-line Grievance Redressal Management
Portal called Centralized Grievance Redressal Management
System (CGRMS), which is in-house Portal. Through this
system, the customer gets animmediate acknowledgement
and can keep a track of the complaint also. Customers can
lodge their requests/complaints in the CGRMS through
Bank’s website, Internet Banking Service, Mobile Banking
Service and Mobile App.

Bank has state-of-the-art Primary Contact Centers at
Gurugram and Noida to provide tele-banking services to
its customers on 24 x 7 x 365 basis through two leading
service providers.

Bank also invites nominated customers representative from
different segments in the quarterly meetings of Customer
Service Committee of Board & Standing Committee on
Customer Service, a high-level committees at Head Office,
to have their feedback on the quality of service being
rendered by the Bank/Branches. Monthly meetings with
customers are also being conducted in all the Branches
on 10" Day (if holiday then next day) in every month to
obtain feedback/suggestions for making improvement in
the quality of customer service.

Bank has constituted teams of officials at Customer Care
Centre at Head Office, Zonal Offices and Circle Offices
to pay incognito visit to branches to assess standard of
service

Bank is also obtaining feedback from customers about
quality of service, ambience of branches, etc. by conducting
surveys and making outbound calls through Contact
Centers.



