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Business Responsibility Report

Section A: General Information about the Bank

1. Corporate Identity Number 
(CIN) of the Bank

Not Applicable

2. Name of the Bank Punjab National Bank

3. Corporate Office Address Punjab National Bank, 
Corporate Office,
Plot No 4, Sector-10, 
Dwarka, New Delhi-110075

4. Website www.pnbindia.in

5. E-mail id eicsmead@pnb.co.in,
mdps@pnb.co.in

6. Financial Year reported FY 2021-22

7. Sector(s) that the Bank is engaged in 

S.No. Sectors

i. Banking Services

ii. Government Business

iii. Agriculture Banking 

iv. Retail Banking

v. Treasury Operations

vi. Corporate Banking

vii. Merchant Banking

viii. International Banking

ix. Agency Business- Insurance, Mutual Funds, 
Depository Services etc.

8. List three key products/services that the Bank 
manufactures/provides (as in balance sheet) 

Bank provides the following services: 

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

II. Loans and Advances include:

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

b. 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. 

c. MSME Loans: MUDRA Loan, PM SVanidhi, PNB 
Guaranteed Emergency Credit Line, PNB Standby Line 
of Credit, PNB e-Godam, PNB e-Mudra Scheme,  PNB 

dkjksckj mÙkjnkf;Ro fjiksVZ 
[kaM ,% cSad ds fo"k; esa lkekU; lwpuk

1- cSad dh dkWiksZjsV igpku la[;k 
¼lhvkbZ,u½

ykxw ugha 

2- cSad dk uke iatkc uS'kuy cSad
3- dkWiksZjsV dk;kZy; dk irk iatkc uS'kuy cSad] 

dkWiksZjsV dk;kZy;]  
IykWV la- 4] lsDVj&10]  
}kjdk] ubZ 
fnYyh&110075

4- osclkbV www.pnbindia.in
5- bZ&esy vkbZMh eicsmead@pnb.co.in, 

mdps@pnb.co.in  
6- fjiksVZ fd;k tkus okyk foÙkh; o"kZ foÙk o"kZ 2021&22

7-     cSad ftu {ks=k ¼=kksa½ esa 'kkfey gS 

Ø-la- {ks=k
i. cSa¯dx lsok,a
ii. ljdkjh dkjksckj 

iii. Ñf"k cSa¯dx
iv. [kqnjk cSa¯dx

v. Vªstjh vkWijs'ku

vi. dkWiksZjsV cSa¯dx

vii. eps±V cSa¯dx
viii. varjkZ"Vªh; cSa¯dx 
ix. ,tsalh dkjksckj& chek] E;wpqvy QaM]  

fMikWftVjh lsok,a vkfn

8- rhu izeq[k mRikn@lsok,a crk,a tks cSad fu£er djrk gS@
miyC/k djkrk gS ¼rqyu&i=k ds vuqlkj½

cSad fuEufyf[kr lsok,¡ iznku djrk gS%

I. tekjkf'k;ksa esa pkyw tekjkf'k;ka] cpr tekjkf'k;ka] lkof/k 
tekjkf'k;ka] iwath ykHk [kkrk ;kstuk] Lo.kZ eqæhdj.k ;kstuk 
bR;kfn 'kkfey gSaA

II. _.kksa ,oa vfxzeksa esa 'kkfey gSa%

,½ [kqnjk _.k% vkokl _.k] okgu _.k] f'k{kk _.k] 
O;fäxr _.k] lEifÙk ij _.k] jkf"Vªd Lo.kZ ckaM ij _.k 
vkfnA 

ch½ Ñf"k _.k% ih,uch fdlku rRdky _.k ;kstuk] ih,uch 
Ñ"kd lkFkh ;kstuk ¼ds,l,l½] ih,uch Ñf"k dkMZ] ih,uch 
lksuk Ñf"k _.k ;kstuk] ih,uch xzke mn; ;kstuk] Ñf"k 
e'khuhdj.k ;kstuk] iz/kkuea=kh lw{e [kk| m|ksx mUUk;u 
;kstuk ¼ih,e&,Q+,ebZ½ ;kstukA 

lh½ ,e,l,ebZ _.k% eqæk _.k] ih,e Lofuf/k] ih,uch 
xkjaVhÑr vkikrdkyhu _.k O;oLFkk] ih,uch vkikrh 
_.k O;oLFkk] ih,uch bZ&xksnke] ih,uch bZ&eqæk ;kstuk] 



185

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.

III. 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. NRI Services

j. Credit/Debit Card Business

k. Insurance Services

l. Online Trading

m. Digital Banking Services

n. Lockers

o. 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. 
No.

Name of the 
Entity

Country of 
Incorporation

Nature of 
Entity

Proportion of 
Ownership %

1 PNB International 
Limited

UK Subsidiary 100.00%

2 Druk PNB Bank Ltd. Bhutan Subsidiary 51.00%
3 Everest Bank Ltd Nepal Joint 

Venture
20.03%

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 18th September 2020 to conduct Banking, other operations 
and activities in the securities market and appointed Temporary 
Administrator.

ih,uch th,lVh ,Dlizsl] ,e,l,ebZ izkbe Iyl] ih,uch 
f'k[kj ;kstuk] ih,uch y?kq m|eh ØsfMV dkMZ] LVSaM vi 
bf.M;k bR;kfnA

Mh½ dkWiksZjsV _.k% :QVkWi ihoh lkSj mtkZ ifj;kstuk,¡] 
¶;wpj yht jsaVy ij _.k] dk;Z'khy iwath foÙkiks"k.k] 
ifj;kstuk foÙkiks"k.k] cqfu;knh <kapk foÙkiks"k.k] fe;knh 
_.k] fu;kZr foÙkiks"k.k] fcy foÙkiks"k.k] Hkfo"; izkfIr;kas ij 
foÙkiks"k.k] vYidkyhu _.kA 

III. vU; mRikn@lsok,a 

,- udnh izcU/ku lsok,a 

ch- fu;kZr@vk;kr foÙkiks"k.k 

lh- fu;kZrdksa ds fy, Lo.kZ dkMZ ;kstuk 

Mh- MksjLVsi cSa¯dx lsok,a 

bZ- E;wpqvy Q.M 

,Q- fMikWftVjh lsok,a

th- eps±V cSa¯dx

,p- fo'o ;k=kk dkMZ 

vkbZ- ,uvkjvkbZ lsok,a 

ts- ØsfMV@MsfcV dkMZ dkjksckj

ds- chek lsok,a

,y- vkWuykbu Vªs¯Mx

,e- fMftVy cSa¯dx lsok,a

,u- ykWdlZ

vks- vo#) jkf'k }kjk le£Fkr vkosnu 

9-   LFkkuksa dh dqy la[;k tgk¡ cSad }kjk dkjksckjh xfrfof/k;k¡ 
lapkfyr dh tk jgh gSa

,- varjkZ"Vªh; LFkkuksa dh la[;k ¼izeq[k LFkkuksa ds 
fooj.k iznku djsa½

cSad dh fuEufyf[kr ns'kksa esa fons'kh 'kk[kkvksa@vuq"kaxh@lgHkkxh@
la;qä m|e ds :i esa mifLFkfr gS%&

Ø- 
la-

laLFkk dk uke 
fuxeu 
jk"Vª 

laLFkk dk 
Lo:i 

LokfeRo  dk 
vuqikr % 

1 ih,uch baVjus'kuy fyfeVsM ;wds vuq"kaxh 100.00%

2 Mªd ih,uch cSad fyfeVsM HkwVku vuq"kaxh 51.00%

3 ,osjsLV cSad fyfeVsM usiky la;qä m|e 20.03%

4 ts,llh Vsaxjh cSad* dtkfdLrku lg;ksxh 41.64%

5 'kk@dk% gkaxdkax gkaxdkax 'kk[kk 100.00%

6 'kk@dk% nqcbZ nqcbZ 'kk[kk 100.00%

*foÙkh; cktkj ds fofu;eu vkSj fodkl ds fy, dtkfdLrku x.kjkT; dh ,tsalh 
¼,,Qvkj½ us 18 flracj 2020 ls izfrHkwfr cktkj esa cSa¯dx] vU; lapkyu vkSj 
xfrfofèk;ksa dk lapkyu djus ds fy, ts,llh Vsaxjh cSad dk ykblsal jí dj fn;k vkSj 
vLFkk;h iz'kkld dks fu;qä fd;kA 
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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 
31st March, 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) Rs. 2,202 Crore

II. Total Business (INR)   Rs. 19,31,322 Crore       

III. Total Profit after  Tax (INR) Rs. 3,457 Crore

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

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

S. 
No. Name

Amount incurred 
(Rs.  Lakh) 

(1st April 2021 to 
31st March 2022)

1 Farmers Training Centres (FTCs) 475.72

2 Rural Self Employment Training 
Institutes (RSETIs)

2753.97

3 PNB LADLI 8.47

4 PNB Kisan Balak Shiksha 
Protsahan Yojana

47.98

5 CSR at Head Office 538.69

6 CSR at Zonal Office 275.14

7 CSR-Rogi Kalyan Samitis 919.60

Total 5019.57

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:

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

ch- jk"Vªh; LFkkuksa dh la[;k

31 ekpZ 2022 dks ih,uch ds 24 vapy dk;kZy; ¼tsMvks½] 162 
eaMy dk;kZy;] 10]098 lkekU; cSa¯dx 'kk[kk,a ¼lhchch] ,ylhch 
vkfn½ gSaA cSad dh 4 ?kjsyw vuq"kaxh vkSj 13 ?kjsyw lg;ksxh gSaA

10- cSad }kjk lsfor ckt+kj & LFkkuh;@jkT;@jk"Vªh;@ 
varjkZ"Vªh;                                              

cSad nksuksa jk"Vªh; ,oa varjkZ"Vªh; Lrj ij lsok,¡ iznku djrk gSA

[kaM ch % cSad ds foÙkh; fooj.k 

I. pqdrk iwath ¼#i;s½ #- 2]202 djksM+

II. dqy dkjksckj ¼#i;s½ #- 19]31]322 djksM+

III. dj i'Pkkr~ dqy ykHk ¼#i;s½ #- 3]457 djksM+

IV. dj i'Pkkr ykHk ds izfr'kr ¼%½ ds :i esa fuxfer lkekftd 
mÙkjnkf;Ro ¼lh,lvkj½ ij fd;k x;k dqy O;;

01 vizSy 2021 ls 31 ekpZ] 2022 rd dh vof/k ds nkSjku] dkWiksZjsV 
lkekftd nkf;Ro ¼lh,lvkj½ ij fd;k x;k dqy O;; #- 5019-57 
yk[k gS ftldj fooj.k fuEukuqlkj gS%

Ø- 
la- 

uke 

O;; dh xbZ jkf'k  
¼#- yk[k esa½  

¼01 vizSy 2021 ls 
31 ekpZ 2022 rd½

1 Ñ"kd izf'k{k.k dsaæ  ¼,QVhlh½ 475-72
2 xzkeh.k Lojkstxkj izf'k{k.k laLFkku 

¼vkj,lbZVhvkbZ½
2753-97

3 ih,uch ykMyh  8-47
4 ih,uch fdlku ckyd f'k{kk 

izksRlkgu ;kstuk 
47-98

5 iz/kku dk;kZy; esa lh,lvkj 538-69
6 vapy dk;kZy; esa lh,lvkj 275-14
7 lh,lvkj & jksxh dY;k.k lfefr  919-60

dqy 5019-57

V. mu xfrfof/k;ksa dh lwph ftuesa mijksä O;; fd;k x;k gS%&

cSad lh,lvkj xfrfofèk;ksa esa izèkku dk;kZy; vapy dk;kZy; ds ekè;e 
ls ;ksxnku nsrk gS vkSj vius lkekftd vkfFkZd fodkl dh igy ih,uch 
fdlku izf'k{k.k dsaæksa ¼,QVhlh½ xzkeh.k Lojkstxkj izf'k{k.k dsUæksa 
¼vkj,lbZVhvkbZ½] ih,uch ykMyh ;kstuk vkfn ds ekè;e ls djrk  
gSA 

,- eq[; lh,lvkj xfrfof/k;ksa dh lwph ftlesa fd, x, O;; 
fuEukuqlkj gS%

i½ o"kZ 2021&22 ds nkSjku] cSad }kjk lh,lvkj ds rgr 
fuEufyf[kr lkekftd dY;k.k xfrfof/k;ka dh xbZa%

• fnO;kax Nk=kksa ds fy, iqjkus okgu dh ekax gsrq ,uthvks& 
fQDl ekbZ ykbQ] okjk.klh ds lkFk lh,lvkj xfrfof/kA 
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	 •	 Vehicle contributed under CSR for war widows of 
Kumaon Regimental centre by ZO Dehradun.

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

	 •	 Distribution of oxygen cylinders to the needy during 
2nd corona wave with the help of NGO.

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

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

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

	 •	 As part 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.

	 •	 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.

	 •	 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 till 
31.03.2022.

	 •	 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.

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

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

ii)  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.

• vapy dk;kZy; nsgjknwu }kjk dqekÅa jsftesaVy lsaVj dh 
;q) esa 'kghnksa dh fo/kokvksa ds fy, lh,lvkj ds rgr 
okgu dk ;ksxnkuA

• lkcjerh ckfydk Nk=kkokl] vgenkckn ds LoPNrk CykWd 
dk uohuhdj.kA

• ,uthvks dh enn ls nwljh dksjksuk ygj ds nkSjku 
t:jreanksa dks vkWDlhtu flysaMj dk forj.kA

• egkekjh ds nkSj esa ,El] fnYyh dks fpfdRlk midj.k& 
chvkbZih,ih e'khu dk forj.kA

• vle ljdkj dks ?kkrd dksfoM jksx dk eqdkcyk djus ds 
fy, jkT; esa LokLF; ds cqfu;knh <kaps esa lq/kkj dh fn'kk esa 
vapy dk;kZy; xqokgkVh }kjk 25-00 yk[k dk va'knkuA

• dksfoM&19 chekjh ds fo#) yM+kbZ esa if'Pke caxky jkT; 
vkink izca/ku dks"k ds fy, dksydkrk dks  #0 30-00 yk[k 
dk ;ksxnkuA 

• [ksy dks c<+kok nsus ds mís'; ls cSad dh lh,lvkj  
izfrc)rk ds :i esa 29-07-2021 dks VksD;ks vksyafid esa 
jtr ind fotsrk ehjkckbZ pkuw dks #- 5-00 yk[k lEeku 
jkf'k ds :i esa nh xbZA 

• cSad ds 14 vapyksa esa Hkkjrh; fjtoZ cSad }kjk CykWd Lrj 
ij foÙkh; lk{kjrk ds 181 dsaæksa ¼lh,Q,y½ ds izoèkZu gsrq 
162-90 yk[k dk izko/kkuA 

• foÙkh; o"kZ 2021&22 ds nkSjku 295 vaxhÑr xkaoksa ds fy, 
ih,uch fodkl ;kstuk ds rgr 2-95 djksM+ #i;s vkcafVr 
fd, x, ftlesa ls 31 ekpZ] 2022 rd #- 95-92 yk[k 
¼yxHkx½ dk mi;ksx fd;k x;k FkkA

• ,,lvkbZ,Mh foyst lkslkbVh] fnYyh dks bls 150 ikdZ 
esa ikSèkksa dks ikuh nsus ds fy, VSªDVj VªkWyh dh [kjhn gsrq 
lh,lvkj ds rgr #- 9]48]800 dh Lohd`frA 

• ch,l,Q dSail iykSjk] tEew esa [kqys fte dh LFkkiuk ij 
#0 3-28 yk[k dk O;;A

• thlhlh dh *uekDdw uke fFkV~Ve* ;kstuk ds ek/;e ls 
rfeyukMq jkT; esa LokLF; cqfu;knh <kaps ds fodkl esa 
;ksxnkuA

ii)  iatkc uS'kuy cSad Hkkjr ds 111 ftyksa esa vxz.kh cSad gS] ftlesa ls 
8 vkdka{kh ftys gSaA vkdka{kh ftys Hkkjr ds os ftys gSa] tks [kjkc 
lkekftd&vk£Fkd lwpdksa ls izHkkfor gSaA lkekftd :i ls ,d 
mÙkjnk;h laxBu gksus ds ukrs] gekjs cSad us LokLF; lqfo/kkvksa dks 
c<+kus ds fy, izR;sd ftys dks 20-00 yk[k ¼chl yk[k #i;s ek=k½ 
vkSj VSDl dk ;ksxnku djus dk fu.kZ; fy;kA bl igy dk mís'; 
ykHkkFkhZ ftyksa esa ekStwnk LokLF; iz.kkyh dks lqfo/kk laiUUk cukdj 
vkSj muds mUUk;u }kjk jksxh dY;k.k lfefr;ksa dh ljdkj dh 
igy dks l'kä cukuk gSA bl igy ij dqy 9-19 djksM+ #i;s 
[kpZ fd, x,A bl igy esa lacafèkr ftyksa esa cSad ds vf/kdkfj;ksa 
vkSj LFkkuh; iz'kklu@lh,evks ¼vksa½ dh lfØ; Hkkxhnkjh jghA
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Section C: Other Details
1. Does the Bank have any Subsidiary Company/ Companies?

A. Subsidiaries 

i. Domestic Subsidiaries

S. No. Name of the Entity Proportion of ownership %

1 PNB Investment Services 
Limited

100.00%

2 PNB Gilts Limited 74.07%

3 PNB Insurance Broking 
Pvt. Ltd.*

-

4 PNB Cards and Services 
Limited

100.00%

*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.

ii. International Subsidiaries 

S. 
No. Name of the Entity Country of 

Incorporation
Proportion of 
Ownership %

1 PNB International Ltd. UK 100.00%
2 Druk PNB Bank Ltd. Bhutan 51.00%

B. Associates: (Bank having 20% or more stake)
i. Domestic Associates 

S. 
No.

Name of Regional Rural Banks / Other 
Associates

Proportion of 
Ownership (%)

1 Dakshin Bihar Gramin Bank, Patna 35.00%
2 Sarva Haryana Gramin Bank, Rohtak 35.00%
3 Himachal Pradesh Gramin Bank, Mandi 35.00%
4 Punjab Gramin Bank, Kapurthala 35.00%
5 Prathama UP Gramin Bank, Meerut 35.00%
6 Assam Gramin Vikas Bank, Assam 35.00%
7 Bangiya Gramin Vikas Bank, West Bengal 35.00%
8 Manipur Rural Bank, Imphal 35.00%
9 Tripura Gramin Bank, Agartala 35.00%

10 PNB Housing Finance Limited. 32.57%
11 PNB Metlife India Insurance Co. Limited 30.00%
12 Canara HSBC OBC Life Insurance Co. Ltd. 23.00%
13 India SME Asset Reconstruction Co. Ltd 20.90%

ii. International Associates

S. 
No.

Name of Entity/ 
Associates

Country of 
incorporation

Proportion of 
Ownership (%)

1 JSC Tengri Bank* Kazakhstan 41.64%
*Agency of Republic of Kazakhstan for Regulation and Development 
of Financial Market (AFR) revoked license of JSC Tengri Bank with 
effect from 18th September 2020 to conduct Banking, other operations 
and activities in the securities market and appointed Temporary 
Administrator.

[kaM lh % vU; fooj.k

1- D;k cSad dh dksbZ vuq"kaxh daiuh@daifu;ka gS\

d- vuq"kafx;k¡

i. ?kjsyw vuq"kafx;k¡

Ø- la- laLFkk dk uke LokfeRo dk vuqikr ¼%½

1 ih,uch bUosLVesaV l£olst 
fyfeVsM 

100.00%

2 ih,uch fxYV~l fyfeVsM 74.07%

3 ih,uch ba';ksjsal czksfdax 
izkbosV fyfeVsM*

-

4 ih,uch dkM~lZ ,aM l£olst 
fyfeVsM**

100.00%

*daiuh LoSfPNd ifjlekiu esa Fkh vkSj iwath lekIr gks xbZ gS vkSj ifjlekid lekiu 
izfØ;k dks iwjk djus ds fy, vko';d vkSipkfjdrk,a iwjh djsxkA

ii. varjkZ"Vªh; vuq"kafx;k¡

Ø- 
la-

laLFkk dk uke fuxeu dk ns'k
LokfeRo dk 
vuqikr ¼%½

1 ih,uch baVjus'kuy fyfeVsM ;wukbVsM ¯dxMe 100.00%

2 Mªd ih,uch cSad fyfeVsM HkwVku 51.00%

[k- ,lksfl,V~l ¼cSad dh fgLlsnkjh 20% ;k mlls vf/kd½

i. ?kjsyw lg;ksxh 

Ø- 
la-

{ks=kh; xzkeh.k cSadksa@vU;  
lgHkkfx;ksa ds uke 

LokfeRo dk 
vuqikr ¼%½

1 nf{k.k fcgkj xzkeh.k cSad] iVuk 35.00%
2 loZ gfj;k.kk xzkeh.k cSad] jksgrd 35.00%
3 fgekpy izns'k xzkeh.k cSad] eaMh 35.00%
4 iatkc xzkeh.k cSad] diwjFkyk 35.00%
5 izFkek ;wih xzkeh.k cSad] esjB 35.00%
6 vle xzkeh.k fodkl cSad] vle 35.00%
7 caxh; xzkeh.k fodkl cSad] if'Pke caxky 35.00%
8 ef.kiqj xzkeh.k cSad] baQky 35.00%
9 f=kiqjk xzkeh.k cSad] vxjryk 35.00%
10 ih,uch gkm¯lx Qkbusal fyfeVsM 32.57%
11 ih,uch esVykbQ bafM;k ba';ksjsal daiuh fyfeVsM 30.00%
12 dSujk ,p,lchlh vkschlh ykbQ ba';ksjsal da-fy- 23.00%
13 bafM;k ,l,ebZ ,lsV fjdaLVªD'ku daiuh fyfeVsM 20.90%

ii. varjkZ"Vªh; lg;ksxh 

Ø- 
la-

laLFkk@lgHkkfx;ksa 
dkuke

fuxeu dk 
ns'k

LokfeRo dk 
vuqikr  ¼%½

1 ts,llh Vsaxjh cSad* dt+kfdLrku 41-64%

*foÙkh; cktkj ds fofu;eu vkSj fodkl gsrq dtkfdLrku x.kjkT; dh ,tsalh 
¼,,Qvkj½ us 18 flracj 2020 ls izfrHkwfr cktkj esa cSa¯dx] vU; lapkyu vkSj 
xfrfofèk;ksa dk ifjpkyu djus ds fy, ts,llh Vsaxjh cSad dk ykblsal jí dj fn;k 
vkSj vLFkk;h iz'kkld fu;qä fd;kA
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iii. Joint Venture: International

S. 
No.

Name of Entity/ 
Associates

Country of 
incorporation

Proportion of 
Ownership (%)

1 Everest Bank Ltd. Nepal 20.03%

iv. Representative Offices

S. 
No.

Name of 
Representative Office

Country of 
incorporation

Proportion of 
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 
implementation of the BR policy/policies 

S. No. Particulars Details

1 DIN No.                         Not Applicable

2 Name Shri Kalyan Kumar

3 Designation Executive Director

b) Details of the BR Head 

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-mail id rksaboo@pnb.co.in

iii. la;qä m|e% varjkZ"Vªh;

Ø- 
la-

laLFkk@ lgHkkfx;ksa dk 
uke

fuxeu dk 
ns'k 

LokfeRo dk 
vuqikr  ¼%½

1 ,ojsLV cSad fyfeVsM usiky 20.03%

iv. izfrfuf/k dk;kZy;

Ø- 
la-

izfrfuf/k dk;kZy;ksa 
ds uke

fuxeu dk 
ns'k 

LokfeRo dk 
vuqikr  ¼%½

1- vkjvks% <kdk ckaXykns'k 100.00%

2- vkjvks% ;axwu E;kaekj 100.00%

2- D;k vuq"kaxh daiuh@daifu;ka ewy daiuh dh dkjksckj 
mÙkjnkf;Ro igyksa esa lgHkkfxrk djrh gSa\ ;fn gk¡] rks ,slh 
vuq"kaxh daiuh¼;ksa½ dh la[;k nsaA

ugha 

3- D;k dksbZ vU; laLFkk@laLFkk,a ¼vFkkZr vkiw£rdrkZ] forjd 
bR;kfn½ ftlds@ftuds lkFk daiuh dkjksckj djrh gks] 
daiuh dh dkjksckj mÙkjnkf;Ro igyksa esa lgHkkfxrk djrh 
gSa\ ;fn gk¡] rks ,slh laLFkk@laLFkkvksa dk izfr'kr crk,\ 
[30% ls de] 30%&60%] 60% ls vf/kdA 

ugha 

[kaM Mh % dkjksckj mÙkjnkf;Ro lwpuk

1- dkjksckj mÙkjnkf;Ro ds fy, mÙkjnk;h funs'kd@funs'kdksa 
dk fooj.k 

,½ dkjksckj mÙkjnkf;Ro uhfr@uhfr;ksa ds dk;kZUo;u 
gsrq mÙkjnk;h funs'kd@funs'kdksa ds fooj.k

Ø- la- C;kSjk fooj.k

1 MhvkbZ,u la- ykxw ugha

2 uke Jh dY;k.k dqekj 
3 inuke dk;Zikyd funs'kd

ch½ dkjksckj mÙkjnkf;Ro izeq[k dk fooj.k

Ø- la- C;kSjk fooj.k

  1 MhvkbZ,u la- ykxw ugha

  2 uke Jh jktsUæ dqekj lkcw 

  3 inuke eq[; egkizca/kd] 
dk;Zuhfr izca/ku ,oa 
vk£Fkd ijke'kZ izHkkx

  4 nwjHkk"k la- 01128044232

   5 bZ&esy vkbZMh rksaboo@pnb.co.in
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2- fl)karokj ¼,uohth ds vuqlkj½ chvkj uhfr@uhfr;k¡ ¼mÙkj gk¡@ugha esa nsa½

Ø- 
la-

iz'u
dkjksckj 
uSfrdrk

mRikn 
mÙkjnkf;Ro

deZpkfj;ksa 
dk fgr 

fgr/kkjd  
fu;qfä o 
lh,lvkj 

ekuok 
f/kdkj

i;kZoj.k
lkoZtfud 

uhfr
lh,lvkj xzkgdlaca/k

ih1 ih2 ih3 ih4 ih5 ih6 ih7 ih8 ih9

1 D;k vkids ikl--- ds fy, uhfr@
uhfr;kWa gS\

gka gka gka gka gka gka gka gka gka

2 D;k uhfr dk fu/kkZj.k lacaf/kr 
fgrèkkjdksa ds ijke'kZ ls fd;k x;k gS\

gka gka gka gka gka gka gka gka gka

3 D;k uhfr fdlh jk"Vªh;@varjkZ"Vªh; 
ekud ds vuq:i gS\ ;fn gka]rks o.kZu 
djsa\ ¼50 'kCnksa esa½

gka gka gka gka gka gka gka gka gka

4 D;k uhfr cksMZ }kjk vuqeksfnr dh xbZ 
gS\ ;fn gka rks D;k ;g  ,eMh@Lokeh@
lhbZvks@laxr cksMZ funs'kd }kjk 
gLrk{kfjr gS\

gka gka gka gka gka gka gka gka gka

5 D;k daiuh esa uhfr ds dk;kZUo;u dh 
ns[kjs[k gsrq cksMZ dh fo'ks"k lfefr@ 
funs'kd@vf/kdkjh gSa\

gka gka gka gka gka gka gka gka gka

6 uhfr dks vkWu&ykbu ns[kus ds fy, 
¯yd crk,a\

www.pnbindia.in

7 D;k uhfr ds ckjs esa lHkh izklafxd 
vkarfjd o cká fgr/kkjdksa dks 
vkSipkfjd :i ls lwfpr fd;k x;k 
gS \

gka gka gka gka gka gka gka gka gka

8 D;k uhfr@uhfr;ksa dks ykxw djus 
gsrq  daiuh esa dksbZ vkarfjd lajpuk 
miyC/k gS\

gka gka gka gka gka gka gka gka gka

9 D;kuhfr@uhfr;ksa ls lacaf/kr 
fgrèkkjdksa dh leL;kvksa ds lek/kku 
gsrq uhfr@uhfr;ksa ds laca/k esa daiuh esa 
dksbZ f'kdk;r fuokj.k ra=k gS\

gka gka gka gka gka gka gka gka gka

10 D;k daiuh us fdlh vkarfjd vFkok 
cká ,tsalh }kjk bl uhfr ds 
dk;Zpkyu dh Lora=k ys[kkijh{kk@
ewY;kadu djk;k tkrk gS\

gka gka gka gka gka gka gka gka gka

2,- ;fn Øe la- 01 ds fdlh fl)kar dk mÙkj ^ugha* gS] rks Ñi;k O;k[;k djsa fd ,slk D;ksa gS\  ¼2 fodYi rd vafdr djsa½

Ø-la-                 iz'u ih1 ih2 ih3 ih4 ih5 ih6 ih7 ih8 ih9

1 daiuh fl)karksa dks leÖk ugha ikbZ gSA

ykxw ugha

2 daiuh ,slh voLFkk esa ugha gS tgka fu/kkZfjr fl)karksa ij uhfr;ksa dks fu:fir rFkk ykxw 
dj ldsA

3 daiuh ds ikl bl dk;Z ds fy, foÙkh; vFkok tu'kfä lalk/ku miyC/k ugha gSA

4 vxys 6 ekg ds vanj ,slk djus dh ;kstuk gSA

5 vxys ,d o"kZ ds vanj ,slk djus dh ;kstuk gSA

6 dksbZ vU; dkj.k ¼Ñi;k Li"V djsa½
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2. Principle-wise (as per NVGs) BR Policy/policies  (Reply in Y/N) 

S. 
No. Questions

Business  
Ethics

Product  
Responsibility

Wellbeing of 
Employees

Stakeholder En-
gagement & CSR

Human 
Rights

Environ-
ment

Public 
Policy CSR Customer  

Relations

P1 P2 P3 P4 P5 P6 P7 P8 P9

1 Do you have policy/policies 
for....?

Y Y Y Y Y Y Y Y Y

2 Has the policy being formulated 
in consultation with the 
relevant stakeholders?

Y Y Y Y Y Y Y Y Y

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

Y Y Y Y Y Y Y Y Y

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

Y Y Y Y Y Y Y Y Y

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

Y Y Y Y Y Y Y Y Y

6 Indicate the link for the policy 
to be viewed online? www.pnbindia.in

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

Y Y Y Y Y Y Y Y Y

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

Y Y Y Y Y Y Y Y Y

9 Does the Company have a 
grievance redressal mechanism 
related to the policy/policies 
to address stakeholders’ 
grievances related to the policy/
policies? 

Y Y Y Y Y Y Y Y Y

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

Y Y Y Y Y Y Y Y Y

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 P4 P5 P6 P7 P8 P9

1 The company has not understood the Principles 

NOT APPLICABLE

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 

4 It is planned to be done within next 6 months 

5 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

●	 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. 

●	 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.

3- dkjksckj mÙkjnkf;Ro ls lacaf/kr vfHk'kklu 

●	 og vko`fÙk crk,a ftlesa funs'kd eaMy] cksMZ dh 
lfefr vFkok lhbZvks cSad ds dkjksckj mÙkjnkf;Ro 
ds fu"iknu dk ewY;kadu djus ds fy, feyrs gSaA 
3 ekg ds Hkhrj] 3 & 6 ekg esa] izfro"kZ] ,d o"kZ ls 
vfèkd vof/k ijA 

  funs'kd eaMy }kjk cSad ds dkjksckj mÙkjnkf;Ro fu"iknu 
dk ok£"kd ewY;kadu fd;k tkrk gSA 

●	 D;k cSad chvkj vFkok fLFkjrk ¼lLVsusfcfyVh½ 
fjiksVZ dk izdk'ku djrk gS\ bls ns[kus ds fy, 
gkbZij¯yd D;k gS\ bls fdruh ckj izdkf'kr fd;k 
tkrk gS\

  dkjksckj mÙkjnkf;Ro fjiksVZ ok£"kd fjiksVZ dk Hkkx gS] 
vkSj bls ok£"kd vk/kkj ij izdkf'kr fd;k tkrk gSA ;g 
ok£"kd fjiksVZ ds lkFk ekStwn gS rFkk bls cSad dh osclkbV 
ij gkbij¯yd https://www.pnbindia.in ds rgr *gekjs 
ckjs esa* [kaM esa vyx ls Hkh miyC/k djok;k x;k gSA 

[kaM bZ % fl)karokj izn'kZu

fl)kar I:  dkjksckjksa dks uSfrdrk] ikjn£'krk ,oa tokcnsgh ds 
lkFk Lo;a dks lapkfyr ,oa vfHk'kkflr  djuk pkfg,A

1- D;k uSfrdrk] fj'or o Hkz"Vkpkj ls lacaf/kr uhfr dsoy 
cSad dks doj djrh gS\ gk¡@ugha D;k ;g lewg@la;qä 
m|eksa@vkiw£rdrkZvksa@lafonkdkjksa@,uthvks@vU; dks 
Hkh doj djrh gS\

uSfrdrk] fj'or vkSj Hkz"Vkpkj ls lacaf/kr uhfr dsoy cSad dks 
doj djrh gS vkSj ;g lewg@ la;qä m)eksa @ vU; dks doj 
ugha djrh gSA Hkz"Vkpkj ;k tkucwÖk dj vf/kdkj ds nq#i;ksx 
ds fdlh Hkh vkjksi ls lacaf/kr lajf{kr izdVhdj.k izkIr djus ds 
fy, cSad dh ,d fOgly Cyksvj uhfr gSA cSad esa uSfrd vkpkj 
lafgrk ,oa laxBu esa fj'or vkSj Hkz"Vkpkj ls fuiVus ds mik;ksa ds 
ckjs esa ekxZn'kZd fl)karksa dks Hkh fu/kkZfjr fd;k gSA ;g dksM mu 
fl)karksa dks fu/kkZfjr djrk gS ftu ij cSad lapkyu djsxk vkSj 
vius fgrèkkjdksa] ljdkjh ,tsafl;ksa] fu;kedksa] ehfM;k o vU; 
lEc)i{kksa ds lkFk viuk dkjksckj lapkfyr djsxkA
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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. 

Customer
Shareholder

CGRMS CRM

Number of complaints 
pending at the beginning of 
the financial year as on 1st 
April 2021 

7175 81389 1

Number  of complaints 
received during the year

139584* 1598676* 19

Total complaints in FY22 146759 1680065 20

Number of complaints 
disposed off during the year

145852 1650370 20

Percentage (%) of resolution 99% 98% 100%

Number of complaints 
remaining unresolved at the 
end of the quarter as on 31st 
March 2022

907 29695 0

*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 Bank ensures that its financing is towards 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. 

2- fiNys foÙkh; o"kZ esa fgr/kkjdksa ls fdruh f'kdk;rsa izkIr 
gqbZ rFkk izca/ku }kjk fdrus izfr'kr dk larks"ktud 
lekèkku fd;k x;k\ ;fn ,slk gS] rks yxHkx 50 'kCnksa esa 
bldk fooj.k nsaA

xzkgd
'ks;j/kkjd

lhthvkj,e,l lhvkj,e

1 vizSy 2021 rd foÙkh; 
o"kZ dh 'kq#vkr esa yafcr 
f'kdk;rksa dh la[;k

7175 81389 1

o"kZ ds nkSjku izkIr f'kdk;rksa 
dh la[;k

139584* 1598676* 19

foÙk o"kZ 2022 rd dqy 
f'kdk;rsa

146759 1680065 20

o"kZ ds nkSjku fuiVkbZ xbZ 
f'kdk;rksa dh la[;k

145852 1650370 20

fuiVku dk izfr'kr¼%½ 99% 98% 100%

31 ekpZ] 2022 frekgh ds var 
rd 'ks"k vulqyÖkh f'kdk;rksa 
dh la[;k

907 29695 0

*foÙk o"kZ 2021&22 ds nkSjku dqy 19]68]043 f'kdk;rsa izkIr gqbZa] ftuesa ls 2]29]783 

f'kdk;rksa dk lek/kku f'kdk;r izkIr gksus ds Vh$1 fnuksa ds Hkhrj fd;k x;kA bl izdkj] 

bUgsa f'kdk;rksa ds :i esa ugha ekuk x;k gSA blfy,] foÙk o"kZ 2021&22 ds nkSjku izkIr fjiksVZ 

dh xbZ f'kdk;rksa dh dqy la[;k 17] 38]260 gS vkSj 31&03&2022 rd xzkgd dh yfEcr 

f'kdk;rsa 30]602 gSaA

fl)kar II: dkjksckj dks ,sls mRikn vkSj lsok,a iznku djuh 
pkfg, tks lqjf{kr gksa rFkk vius lEiw.kZ thou pØ ds nkSjku 
fLFkjrk esa lgk;d gksaA

,-  vius ,sls 3 mRiknksa o lsokvksa dh lwph cuk,a ftudh 
#ijs[kk esa lekt ;k i;kZoj.k ls lacaf/kr fpark,a] tksf[ke 
rFkk@vFkok volj 'kkfey gksaA

 cSad ;g lqfuf'Pkr djrk gS fd og i;kZoj.k ds vuqdwy ifj;kstukvksa 
dk foÙkiks"k.k djsA fuEufyf[kr dqN mRikn gSa ftuds fMtkbu esa 
lkekftd ;k i;kZoj.kh; fparkvksa] tksf[keksa vkSj@;k voljksa dks 
'kkfey fd;k x;k gSA

1-  ih,uch xzhu dkj +_.k% bl mRikn dk mís'; O;fäxr mi;ksx 
ds fy, ubZ bysDVªkWfud dkj dh [kjhn gSA

2-  vkokl _.k ;kstuk ds rgr lkSj ÅtkZ iz.kkfy;ksa dk 
foÙkiks"k.k% bl _.k dk mís'; vkoklh; ?kj esa :QVkWi lkSj 
iz.kkyh dh LFkkiuk gSA 

3-  ih,uch xzhu jkbM%  bl _.k dk mís'; bZ&fjD'kk ¼u, izos'kdksa½ 
ds ifjogu vkWijsVjksa dh lgk;rk djuk vkSj lw{e m/kkjdrkZvksa ds 
fy, jkstxkj ds volj iSnk djuk gSA
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B. 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.

C. 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.

D. 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-lI 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.

ch-  ,sls izR;sd mRikn ds fy, mRikn dh izfr bdkbZ ¼oSdfYid½ 
ij lalk/ku ¼mtkZ] ty] dPpk eky bR;kfn½ mi;ksx ds 
laca/k esa fuEufyf[kr fooj.k iznku djsa%

i- lEiw.kZ oSY;w J`a[kyk esa lksfl±x@mRiknu@forj.k ds 
nkSjku xr o"kZ ls vkbZ deh\

ii. miHkksäkvksa }kjk lalk/ku ¼mtkZ] ty½ mi;ksx ds 
nkSjku xr o"kZ ls vkbZ deh\ 

  ykxw ughaA

lh- D;k cSad esa LFkk;h óksrksa ¼ifjogu lfgr½ ds fy, dksbZ 
dk;Ziz.kkyh gS\ ;fn gk¡ rks vkids vknkuksa dk fdruk 
izfr'kr LFkk;h :i ls óksr fd;k x;k\

cSad le;&le; ij tkjh fofHkUUk fn'kkfunsZ'kksa ds ek/;e ls vius 
fuekZ.k] uohuhdj.k vkSj Q£u¯'kx dk;ks± esa LFkk;h mRiknksa ds 
mi;ksx dks c<+kok nsrk gSA

blds vykok] gky gh esa LVkQ lnL;ksa ds chp lrr~ vkSj gfjr  
bZa/ku@ÅtkZ okguksa ds mi;ksx dks c<+kok nsus ds fy,] cSad us ekfld 
[kpks± dh izfriw£r ds fy, fn'kkfunsZ'k tkjh fd, gSaA 

Mh- D;k cSad us vius dk;Z LFky ds vklikl ds LFkkuh; ,oa 
NksVs mRikndksa o leqnk;ksa ls oLrqvksa ,oa lsokvksa dh [kjhn 
gsrq dne mBk, gSa\

;fn gk¡ rks LFkkuh; ,oa NksVs foØsrkvksa dh {kerk vkSj 
;ksX;rk dks c<+kus gsrq D;k dne mBk, x, gSa\

cSad ,d foÙkh; lsok iznkrk gS vkSj ;g oLrqvksa dh [kjhn esa izR;{k 
:i ls 'kkfey ugha gSA HkkSfrd enksa dks cSad }kjk lalkf/kr ugha fd;k 
tkrk gSaA gkyk¡fd] xzkgdksa dks vius dPps eky dk buiqV lw{e] y?kq 
,oa e/;e m|eksa ¼,e,l,ebZ½ ls izkIr djus gsrq izksRlkfgr fd;k 
tkrk gSA

cSad us Hkkjrh; fofuekZ.k dks c<+kok nsus ds fy, Hkkjr ljdkj }kjk 
tkjh [kjhn ojh;rk uhfr ¼ihihih½& esd bu bafM;k dks viuk;k gSA 
bl uhfr ds ek/;e ls ÞoxZ&I ds LFkkuh; vkiw£rdrkZÞ dks ÞoxZ&II
ds LFkkuh; vkiw£rdrkZÞ ds lkFk&lkFk ÞxSj&LFkkuh; vkiw£rdrkZÞ 
ij [kjhn ojh;rk feyrh gSA cSad us ,e,l,ebZ ea=kky;] Hkkjr 
ljdkj }kjk [kjhn esa lw{e vkSj y?kq m|eksa ¼,e,lbZ½ dh Hkkxhnkjh 
dks c<+kok nsus ds fy, tkjh [kjhn ojh;rk uhfr dks Hkh viuk;k gSA

cSad ubZ bdkb;ksa dh LFkkiuk vkSj ekStwnk O;kolkf;d bdkb;ksa ds 
foLrkj ds fy, m/kkjdrkZvksa dks lHkh izdkj dh fuf/k vk/kkfjr vkSj 
xSj&fuf/k vk/kkfjr lqfo/kk,a iznku djrk gSA ,e,l,ebZ dks le; 
ij foÙkh; lgk;rk iznku djus ds fy,] cSad }kjk fofHkUUk igysa dh 
xbZ gSa ftlesa J`a[kykc) foÙkiks"k.k ds fy, VkbZ&vi] _.kksa dk 
lg&m/kkj] udnh izokg vk/kkfjr ;kstukvksa tSlh uohu ;kstukvksa 
dk 'kqHkkjaHk & ih,uch th,lVh ,Dlizsl _.k vkSj ih,uch rRdky 
;kstuk] vkSj ih,uch ysal tSls _.k lek/kku] thbZlh,y vkSj 
ih,e Lofuf/k ;kstukvksa ds ek/;e ls ljdkj }kjk ykxw _.k] vkfn 
'kkfey gSA



195

E. 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. As far as 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 III: 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 31st March, 2022 was 
1,03,144.

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

NIL.

3. Please indicate the Number of permanent women 
employees. 

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

4.  Please indicate the Number of permanent employees 
with disabilities?

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

5. 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.

bZ- D;k cSad esa mRiknksa ,oa vif'k"V ds iqujkorZu dh 
dksbZ O;oLFkk gS\ ;fn gk¡] rks mRiknksa rFkk vif'k"V ds 
jhlkb¯Dyx dk izfr'kr ¼i`Fkd :i ls <5%] 5&10%] >10%½ 
D;k gS\ yxHkx 50 'kCnksa esa bldk fooj.k Hkh nhft,A

 mRiknksa vkSj vif'k"Vksa ds jhlkb¯Dyx ds fy, cSad fuEufyf[kr 
dqN igyksa dk vuqlj.k djrk gS%

 1- cSad fjdkWMZ dh¯ix vkSj fjdkWMZ izca/ku uhfr ds fgLls ds 
:i esa] lHkh iqjkus fMLikstscy fjdkWMZ ¼dkxtkr½ dks 
fjdkWMZ dh¯ix ,tsalh }kjk u"V djuk gksrk gS] ftldk 
mi;ksx ,tsalh }kjk dkxt dks jhlkb¯Dyx djus ds fy, 
fd;k tkrk gSA

2- vif'k"V ty dks jhlkbdy djus ds fy, cSad O;ogk;Zrk ds 
vuqlkj vius izeq[k iz'kklfud Hkouksa esa lhojst VªhVesaV IykaV dk 
fuekZ.k vkSj lapkyu djrk gSA

3- tgka rd laHko gks] iqjkus gkMZos;j ds ck; cSd dks cSad dks u, 
vkbZVh gkMZos;j dh vkiw£r djus okys foØsrkvksa ds dk;Z{ks=k ds 
rgr j[kk tkrk gS tks iqjkus vkbZVh gkMZos;j ls vif'k"V dk 
jhlkb¯Dyx djrs gSaA

fl)kar III: dkjksckj dks leLr deZpkfj;ksa ds dY;k.k dks 
izksRlkfgr djuk pkfg,A

1- Ñi;k deZpkfj;ksa dh dqy la[;k crk,aA

 31 ekpZ] 2022 dks deZpkfj;ksa dh dqy la[;k ¼vuq"kafx;ksa esa 
izfrfu;qfä lfgr½ 1]03]144 gSaA

2- Ñi;k vLFkk;h@lafonkRed@vkdfLed vk/kkj ij j[ks x, 
deZpkfj;ksa dh dqy la[;k crk,a\

 'kwU;

3- Ñi;k LFkk;h efgyk deZpkfj;ksa dh la[;k crk,a\

 31 ekpZ] 2022 dks LFkk;h efgyk deZpkfj;ksa dh la[;k 24]287 gSA

4- Ñi;k 'kkjhfjd :i ls v{ke LFkk;h deZpkfj;ksa dh la[;k  
crk,a\

 31 ekpZ] 2022 dks 'kkjhfjd :i ls v{ke LFkk;h deZpkfj;ksa dh 
la[;k 2]830 gSA

5- D;k vkidk dksbZ deZpkjh la?k gS ftls izca/ku }kjk ekU;rk 
izkIr gS\

 gekjs cSad esa ;wfu;u@,lksfl,'ku dks ekU;rk nsus dk dksbZ 
izkoèkku ugha gSA gkykafd] vkbZvkj,e eh¯Vx vkSj ,evkj,e eh¯Vx 
estkWfjVh odZeSu ;wfu;u ;kfu vkWy bafM;k ih,uch ,EIykbt 
QsMjs'ku vkSj estkWfjVh vkWfQllZ ,lksfl,'ku ;kfu vkWy bafM;k 
ih,uch vkWfQllZ ,lksfl,'ku ds lkFk gks jgh gSA 
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6. What percentages of your permanent employees are 
members of this recognized employee association? 

The Percentage of members of majority Union/Association are 

All India PNB Employees Federation – 70.75 Percent 
(36178/51132)

All India PNB officers Association – 81.25 Percent 
(42096/51812)

Total Percentage of both Associations – 76.03 Percent  
(78274/102944)

7. Please indicate the Number of complaints relating to 
child labour, forced labour, involuntary labour, sexual 
harassment in the last financial year and pending, as on 
the end of the financial year.  

S. 
No. Category

No of 
Complaints 
filed during 

FY’22

No of 
Complaints 

pending as at 
end of FY’22

1 Child labour/forced 
labour/involuntary labour

0 0

2 Sexual harassment 13 3

3 Discriminatory 
employment

0 0

8. What percentage of your under mentioned employees 
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. 

2. 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. 

6- bl ekU;rk izkIr deZpkjh la?k ds lnL;ksa esa vkids LFkk;h 
deZpkfj;ksa dk izfr'kr D;k gS\

cgqla[;d la?k@laxBu ds lnL;ksa dk izfr'kr gS%

vf[ky Hkkjrh; ih,uch deZpkjh la?k & 70-75 izfr'kr
¼36178@51132½

vf[ky Hkkjrh; ih,uch vf/kdkjh la?k & 81-25% ¼42096@51812½

nksuksa laxBu dk dqy izfr'kr & 76-03 izfr'kr   
¼78274@102944½

7- Ñi;k xr foÙkh; o"kZ ds var rd izkIr gqbZ ,oa yafcr 
jgh cky etnwjh] ca/kqvk etnwjh] vuSfPNd etnwjh] ;kSu 
mRihM+u ls lacaf/kr f'kdk;rksa dh la[;k crk,a\

Ø- 
la-

Js.kh

foÙkh; o"kZ 22 ds 
nkSjku nk;j dh 

xbZ f'kdk;rksa dh 
la[;k

foÙkh; o"kZ 22 
dh lekfIr ij 

yafcr f'kdk;rksa 
dh la[;k

1 cky etnwjh@
ca/kqvk etnwjh@
vuSfPNd etnwjh

0 0

2 ;kSu mRihM+u 13 3

3 HksnHkkoiw.kZ jkstxkj 0 0

8- vkids fuEufyf[kr deZpkfj;ksa ds fdrus izfr'kr dks xr 
o"kZ lqj{kk ,oa dkS'ky mUUk;u izf'k{k.k iznku fd;k x;k\

,- LFkk;h deZpkjh % 55-87 izfr'kr

ch- LFkk;h efgyk deZpkjh% 47-52 izfr'kr

lh- vkdfLed@vLFkk;h@lafonkRed deZpkjh % ykxw ugha

Mh- v{ke deZpkjh % 61-42 izfr'kr

fl)kar IV % dkjksckj dks lHkh fgr/kkjdksa] fo'ks"kdj tks oafpr] 
detksj ,oa vf/kdkjghu gSa] muds fgrksa dk /;ku j[kuk pkfg, 
vkSj muds izfr mÙkjnk;h gksuk pkfg,A

1- D;k cSad us vius vkarfjd vkSj cká fgr/kkjdksa dh eS¯ix 
dh gS\

cSad }kjk vkarfjd vkSj cká fgr/kkjdksa dh igpku dh xbZ gS vkSj 
muesa blds 'ks;j/kkjd] fuos'kd] xzkgd] deZpkjh] ljdkj vkSj 
fofu;ked ,tsafl;ka 'kkfey gSaA

2- mijksä esa ls D;k cSad us oafpr] detksj ,oa vf/kdkjghu 
fgrèkkjdksa dh igpku dh gS\

ljdkj vkSj fu;ked ds fn'kkfunsZ'kksa ds vuqlkj oafpr] detksj 
vkSj vf/kdkjghu fgr/kkjdksa dh igpku dh xbZ gSA bu fn'kkfunsZ'kksa 
ds vuqlkj cSad }kjk foÙkh; lekos'ku] izkFkfedrk izkIr {ks=k 
dks _.k vkSj lekt ds vf/kdkjghu oxks± dks _.k nsus ds y{; 
fuèkkZfjr fd, x, gSaA vkbZch, ds fn'kk&funsZ'kksa ds vuqlkj fnO;kax 
xzkgdksa vkSj ofj"B ukxfjdksa dh t:jrksa dks iwjk djus ds fy, cSad 
ds ikl mi;qä O;oLFkk@;kstuk,a gSaA
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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  PMJDY, PMMY, Stand Up India, Start Up India, DRI, 
PMAY, PMJJBY, 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  
31st March, 2022. Bank has opened more than 4.18 Crore 
accounts under PMJDY scheme. 

3- D;k oafpr] detksj ,oa vf/kdkjghu fgr/kkjdksa ds lkFk 
tqMus gsrq cSad }kjk dksbZ fo'ks"k dne mBk;s x, gSa\  ;fn 
gka] rks yxHkx 50 'kCnksa esa bldk foLr`r fooj.k nsaA 

cSad lekt ds vf/kdkjghu] cSad jfgr vkSj vk£Fkd :i ls cfg"Ñr 
oxks± dks mUgsa vFkZO;oLFkk esa mRiknd ;ksxnku djus esa l{ke cukus 
esa lgk;rk djrk gSaA bu vf/kdkjghu oxks± dks l'kä cukus rFkk 
muds lkekftd vkSj vk£Fkd fodkl esa egRoiw.kZ ;ksxnku nsus ds 
fy;s foÙkh; lsokvksa rd igqap vR;ar egRoiw.kZ gSaA cSad fofHkUUk 
ljdkjh ;kstukvksa tSls ih,etsMhokbZ] ih,e,eokbZ] LVSaM vi 
bafM;k] LVkVZ vi bafM;k] MhvkjvkbZ] ih,e,okbZ] ih,etstschokbZ] 
ih,e,lchokbZ] ,ihokbZ] ,l,lokbZ vkfn esa ,d lfØ; Hkkxhnkj 
jgk gS vkSj oafpr ,oa vf/kdkjghu fgr/kkjdksa ds fy, [kklrkSj ij 
rS;kj] mRikn vkSj lsok,a ysdj vk;k gSaA

ih,uch fodkl ;kstuk%  ih,uch fodkl dk mís'; xksn fy, x, 
xkao dks lexz :i ls fodflr djuk gS] ftlesa mudk vk£Fkd fodkl] 
cqfu;knh <kapk fodkl vkSj ekuo fodkl ds vU; igyw tSls LoPNrk] 
is;ty vkiw£r] f'k{kk] fctyh] LokLF; vkfn ds vykok _.k rd igqap] 
fMftVyhdj.k vkSj foÙkh; lk{kjrk 'kkfey gSaA orZeku esa] cSad us bl 
;kstuk ds rgr 295 xkaoksa dks xksn fy;k gSA

fdlku izf'k{k.k dsaæ ¼,QVhlh½% cSad us 12 fdlku izf'k{k.k dsaæ 
LFkkfir fd, gSaA ,QVhlh Ñf"k vkSj lac) xfrfof/k;ksa ij vkSj daI;wVj] 
d¯Vx vkSj Vsy¯jx@ d<+kbZ vkSj m|ferk fodkl dk;ZØeksa ds fy, 
Hkh eq¶r izf'k{k.k iznku fd;k tk jgk gSaA LFkkiuk ds ckn ls] ,QVhlh 
us 55]017 izf'k{k.k dk;ZØe vk;ksftr djds 16]44]102 O;fä;ksa dks 
izf'k{k.k fn;k gSA bu izf'k{k.k dsUæksa dks fdlkuksa ds [ksrksa esa e`nk ijh{k.k 
lqfo/kkvksa okyh eksckby oSu vkSj fdlkuksa dks lwpukRed ohfM;ks fDyi 
ds n`';&JO; izn'kZu ds fy, ,ybZMh ls ySl fd;k x;k gSA foÙk o"kZ 
2020&21 ds nkSjku cSad us blds rgr 475-72 yk[k #i;s [kpZ fd,A

xzkeh.k Lojkstxkj izf'k{k.k laLFkku ¼vkj,lbZVhvkbZ½% Hkkjr esa 
76 vkj,lbZVhvkbZ ¼xzkeh.k fodkl ea=kky; ds rRoko/kku esa½ vkSj 2 
xzkeh.k fodkl dsaæ ¼ih,uch igy½ py jgs gSa tks xzkeh.k vkcknh vkSj 
muds ifjokjksa dks Lo&jkstxkj m|e@ukSdjh djus ds fy, dkS'ky 
mUUk;u gsrq izf'k{k.k iznku djus esa yxs gq, gSaA foÙk o"kZ 2021&22 ds 
nkSjku] bu dsaæksa esa 41]718 O;fä;ksa dks izf'kf{kr fd;k x;k Fkk] ftuesa 
ls 27]380 chih,y ifjokjksa ds gSa vkSj 32]948 efgyk,a FkhaA LFkkiuk 
ds ckn ls izf'kf{kr mEehnokjksa dh dqy la[;k 4]92]418 gS] ftuesa ls 
2]06]241 chih,y ifjokjksa ls Fks vkSj 3]15]856 efgyk,a FkhaA gekjs 
vkj,lbZVhvkbZ] lekos'kh fodkl ds fy, i;kZIr _.k lqfuf'Pkr djds 
izfrHkkfx;ksa ds fuiVku ij /;ku dsafær dj jgs gSaA LFkkiuk ds ckn ls 
dqy LFkk;h mEehnokj 3]32]028 gSaA foÙk o"kZ 2021&22 ds nkSjku cSad us 
blds rgr 2753-97 yk[k #i;s [kpZ fd,A

iz/kku ea=kh tu /ku ;kstuk ¼ih,etsMhokbZ½ % cSad thjks cSysal ij 
oafpr] detksj vkSj vf/kdkjghu fgr/kkjdksa ds ih,etsMhokbZ [kkrs 
[kksy jgk gS vkSj mUgsa Hkkjr ljdkj }kjk 'kq: dh xbZ lkekftd lqj{kk 
;kstukvksa ds rgr f'kf{kr vkSj ukekafdr dj jgk gSA 31 ekpZ] 2022 
rd cSad us ih,etsMhokbZ ;kstukvksa ds rgr 4-18 djksM+ ls vf/kd [kkrs 
[kksys gSaA
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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 31st 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 31st 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 
31st 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.

cSad vf/kdkjghu oxks± dks l'kä cukus ds fy, ih,uch fdlku izf'k{k.k 
dsaæ ¼,QVhlh½] xzkeh.k Lojkstxkj izf'k{k.k laLFkku ¼vkj,lbZVhvkbZ½] 
vkSj foÙkh; lk{kjrk dsaæ ¼,Q,ylh½ tSls fofHkUUk VªLV @ dsaæ Hkh pykrk 
gSA ih,uch fodkl xzke vaxhdj.k ;kstuk] ih,uch ykMyh] ih,uch 
¼fdlku cky f'k{kk izksRlkgu ;kstukvksa½ tSlh dY;k.kdkjh ;kstuk,a 
'kq: dh xbZ gS rkfd okafNr y{; izkIr fd, tk ldsA

cSad ds ikl oafpr] detksj vkSj vf/kdkjghu fgr/kkjdksa dh t:jrksa dks iwjk 
djus ds fy, mi;qä ra=k gS rkfd os fcuk fdlh dfBukbZ ds cSad dh lsokvksa 
dk ykHk mBk ldsaA ofj"B ukxfjdksa vkSj fnO;kax dks cqfu;knh cSā dx lqfo/kk 
iznku djus ds fy, Mksj LVsi cSā dx lsok,a iznku dh tk jgh gSaA

cSad ds fofHkUUk QhYM dk;kZy;ksa vkSj iz/kku dk;kZy; }kjk cSad ds dkWiksZjsV 
lkekftd mÙkjnkf;Ro ds rgr Lora=k :i ls fofHkUUk xfrfofèk;k¡ dh 
tkrh gSa] lkFk gh lekt ds fofHkUUk t:jrean oxks± ds dY;k.k ds fy, 
dke djus okys xSj ljdkjh laxBuksa ds lg;ksx lsA

fl)kar V % dkjksckj }kjk ekuokf/kdkj dks lEeku ,oa izksRlkgu 
fn;k tkuk pkfg,A

1- D;k ekuokf/kdkjksa ij dEiuh dh uhfr dsoy dEiuh 
dks doj djrh gS vFkok ;g lewg@la;qä m|eksa@
vkiw£rdrkZvksa@lafonkdkjksa@xSj ljdkjh laxBuksa@ vU; 
dks Hkh doj djrh gSa\ 

ekuo vf/kdkjksa ls lacaf/kr uhfr lfgr ,pvkj,eMh }kjk tkjh 
lHkh uhfr;ka dsoy ih,uch ds deZpkfj;ksa ij ykxw gksrh gSa vkSj 
lewg@la;qä m|eksa@vkiw£rdrkZvksa@Bsdsnkjksa@xSj ljdkjh 
laxBuksa@vU; ij ykxw ugha gksrh gSaA 

2- xr foÙkh; o"kZ esa fgr/kkjdksa dh fdruh f'kdk;rsa izkIr gqbZ 
vkSj izcaèku }kjk fdrus izfr'kr dk larks"ktud lek/kku 
fd;k x;k \ 

foÙkh; o"kZ 2021&22 ds nkSjku] dqy 1]46]759 f'kdk;rksa esa ls 
¼vFkkZr 31 ekpZ] 2021 dks 7]175 f'kdk;rsa yafcr Fkha vkSj foÙk o"kZ 
2021&22 ds nkSjku 1]39]584 f'kdk;rsa izkIr gqbZ Fkh½] 31 ekpZ] 
2022 rd lhthvkj,e,l iksVZy esa f'kdk;rdrkZ dh larqf"V ij 
1]45]852 f'kdk;rksa dk lek/kku fd;k x;kA

blds vykok] foÙk o"kZ 2021&22 ds nkSjku] dqy 16]80]065 
f'kdk;rksa esa ls ¼vFkkZr] 31 ekpZ] 2021 dks 81]389 f'kdk;rsa yafcr 
Fkha vkSj foÙk o"kZ 2021&22 ds nkSjku 15]98]676 f'kdk;rsa izkIr 
gqbZ Fkh½] lhvkj,e iksVZy esa 31 ekpZ] 2022 rd f'kdk;rdrkZ dh 
larqf"V ij 16]50]370 f'kdk;rksa dk lek/kku fd;k x;kA 

foÙkh; o"kZ 2021&22 ds nkSjku 'ks;j/kkjdksa ls izkIr dh xbZ 
f'kdk;rksa dh dqy la[;k 20 gS] ftues ls lHkh f'kdk;rksa dk 
lekèkku 31 ekpZ] 2022 rd dj fy;k x;k FkkA

fl)kar VI% dkjksckj dks i;kZoj.k dk /;ku j[kus] laj{k.k djus 
,oa bls cgky djus ds iz;kl djus pkfg,A

1- D;k fl)kar 6 ls lacaf/kr uhfr dsoy cSad dks doj djrh gS 
vFkok ;g lewg@la;qä m|eksa@ vkiw£rdrkZvksa@lafonkdkjksa@xSj 
ljdkjh laxBuksa@vU; dks Hkh doj djrh gS\

fn'kkfunsZ'k dsoy iatkc uS'kuy cSad dks doj djrk gSA
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2. 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. 

3. 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.

4. 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.

5. 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. 

2- D;k tyok;q ifjorZu] Xykscy ok²ex vkfn tSls oSf'od  
i;kZoj.kh; eqíksa ij /;ku nsus ds fy, cSad dh dksbZ uhfr@
igy gS\ gk¡@ughaA ;fn gka] rks oscist vkfn dk gkbZij¯yd 
miyC/k djk,aA 
gka] tyok;q ifjorZu] Xykscy okfe±x tSls oSf'od i;kZoj.kh; 
eqíksa ls fuiVus ds fy, cSad ds ikl j.kuhfr;ka gSaA cSad ftEesnkj 
O;olk;ksa ds lapkyu esa fo'okl djrk gSA cSad ds ikl ,d bZ,lth 
#ijs[kk gSA cksMZ Lrj dh mi&lfefr bZ,lth igyksa dk lapkyu 
djrh gSA cSad }kjk HkkSfrd vkSj laØe.k tksf[ke okys laHkkfor {ks=kksa 
dh igpku dh xbZ gSA

cSadksa dh ØsfMV jsfVax vkSj ØsfMV ewY;kadu izfØ;k esa i;kZoj.k 
laca/kh igyqvksa dks /;ku esa j[kk tkrk gSA bZ,lth fo'ks"krkvksa dks 
foLrkj ls 'kkfey djds cksfM±x vkSj ØsfMV jsfVax izfØ;k ij ØsfMV 
c<+kus ds iz;kl tkjh gSaA gfjr ÅtkZ dk leFkZu djus ds fy, 
fofo/k ;kstuk,a tSls fd bZ&okgu dks foÙkiks"k.k] lkSj iSuy] lkSj 
iai vkfn dh 'kq#vkr dh xbZ gSaA

cSad] mtkZ {kerk vkSj ,;j daMh'ku ds /kkj.kh; mi;ksx ds rjhds] 
daI;wVj vkSj MsLdVkWi ekWfuVj] izdk'k O;oLFkk] ;k=kk ,oa ifjogu] 
i;kZIr fctyh dh [kir vkfn ds LFkk;h mi;ksx ds rjhdksa ij Hkh 
/;ku dsfUær djrk gSA 

3-  D;k cSad laHkkfor i;kZoj.kh; tksf[keksa dh igpku o 
vkadyu djrk gS\

gk¡] cSad laHkkfor i;kZoj.kh; tksf[keksa dh igpku o vkadyu djrk 
gSA cSad vkstksu {k;dkjh inkFkks± ¼vksMh,l½ dk miHkksx@mRiknu 
djus okyh ubZ bdkb;ksa dh LFkkiuk ds fy, foÙk iznku djus ij 
izfrca/k yxkrk gSA cSad Dyksjks¶yksjksdkcZu ¼lh,Qlh½ dk mi;ksx 
dj ,;jkslksy bdkb;ksa ds fuekZ.k esa yxh y?kq @ e/;e Lrj dh 
bdkb;ksa dks foÙkh; lgk;rk nsus dh Hkh odkyr ugha djrk gSA

cSad lkof/k _.k ds laforj.k ls igys] tgka dgha vko';d gks] 
iznw"k.k fu;a=k.k cksMZ lfgr vko';d oS/kkfud vkSj vU; vuqeksnu 
@ vuqefr;ksa dks ns[krk gSA

tyok;q tksf[ke dk vkadyu djus ds fy,] cSad us izR;{k vkSj 
ifjorZu tksf[ke okys m|ksxksa @ {ks=kksa vkSj bu {ks=kksa ds fy, cSadksa 
dk dqy _.k tksf[ke dh igpku dh gSA cSad }kjk dqN m|ksxksa dh 
igpku dh xbZ gS tks tyok;q ifjorZu ls izfrdwy :i ls izHkkfor 
gks ldrs gSa vkSj tks fd mHkjrs gq, m|ksx gSaA  

4- D;k cSad ds ikl LoPN fodkl ra=k ls lacaf/kr dksbZ 
ifj;kstuk gS\ ;fn gka] rks blds ckjs esa yxHkx 50 'kCnksa esa 
fooj.k nsaA blds vykok] ;fn gka] rks D;k dksbZ i;kZoj.k 
vuqikyu fjiksVZ ntZ dh xbZ gS\

cSad ds ikl LoPN fodkl ra=k ls lacaf/kr dksbZ ifj;kstuk ugha gSA 
ge Hkkjr ljdkj @ bafM;u cSad ,lksfl,'ku @ ,uthZ ,Qhf'k;salh 
l£olst+ fyfeVsM ¼bZbZ,l,y½] vkfn }kjk tkjh fofHkUUk ÅtkZ 
laj{k.k fn'kkfunsZ'kksa @ uhfr;ksa dks ykxw djrs gSaA

5- D;k cSad us LoPN izkS|ksfxdh] ÅtkZ n{krk] v{k; ÅtkZ vkfn 
ds laca/k esa dksbZ vU; igy dh gS\ gka@ughaA ;fn gka rks 
Ñi;k oscist vkfn dk gkbij¯yd miyC/k djk,aA
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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 

6. 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.

7. 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 of following major Chambers/
Associations:

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

b) Confederation of Indian Industry (CII)

c) Standing Committee of Public Enterprises (SCOPE)

d) PHD Chamber of Commerce. (PHDCCI)

e) Administrative Staff College of India (ASCI)

gk¡] LoPN izkS|ksfxdh] ÅtkZ n{krk] v{k; ÅtkZ ij fuEufyf[kr 
igysa dh xbZ gSa%

,- gfjr m|e dks viukuk% cSad us lalk/kuksa¼fctyh] ikuh] 
dkxt] vkfn½ ds laj{k.k ds fy, dqN gfjr izFkkvksa tSls 
fMftVyhdj.k] bZ&dpjs dk iqu% mi;ksx vkfn dks ykxw 
fd;k gSA 

ch- fMftVy cSa¯dx% cSad bZ&lsokvksa] tSls ;wihvkbZ Hkqxrku 
¼Hkhe ih,uch½] usV cSa¯dx] eksckby cSa¯dx]  xzhu fiu vkfn 
ds mi;ksx ds ek/;e ls fMftVy cSa¯dx dks c<+kok nsrk  
gSA

lh- gfjr vFkZO;oLFkk dks c<+kok nsus ds fy, vU; foÙkh; 
;kstuk,a% gfjr vFkZO;oLFkk dks c<+kok nsus ds fy,] cSad us 
vusd foÙkh; ;kstuk,a vFkkZr~ ih,uch lkSj ÅtkZ ;kstuk 
¼ih,uch lksyj ,uthZ Ldhe½] bZ&fjD'kk ds foÙkiks"k.k 
ds fy, ;kstuk &*ih,uch xzhu jkbM*] ck;ks&xSl bdkb;ksa 
dh LFkkiuk ds foÙkiks"k.k ds fy, ;kstuk] lkSj ÅtkZ 
ifj;kstuk] xzhu gkmlksa ds foÙkiks"k.k dh ;kstuk] e`nk 
laj{k.k] lkSj ty i¯Eix iz.kkyh dh LFkkiuk ds fy, 
;kstuk,a vkfn izkjaHk dh gSaA

bls ns[kus ds fy, gkbij¯yd www.pnbindia.in gS 

6- D;k fjiksVZ fd, tk jgs foÙkh; o"kZ gsrq daiuh }kjk mRiUUk 
mRltZu@vif'k"V lhihlhch@,lihlhch }kjk vuqer 
lhekvksa ds Hkhrj gSa\

,d lsok {ks=k laxBu gksus ds ukrs& cSad fdlh Hkh fo"kkä@[krjukd 
iznw"kd dk mRltZu ugha djrk gSA

7- lhihlhch@,lihlhch ls izkIr ,sls dkj.k crkvks@dkuwuh 
uksfVlksa dh la[;k tks foÙkh; o"kZ dh lekfIr ij yafcr 
¼vFkkZr ftudk larks"ktud lek/kku ugh gks ldk½ jgs\ 
lsok {ks=k dk laxBu gksus ds dkj.k ;g ykxw ugha gksrk gSA

fl)kar VII: dkjksckj tc yksd ,oa fofu;ked uhfr dks izHkkfor djus 
esa layXu gksa] rks ,slk ftEesnkjhiwoZd fd;k tkuk pkfg,A 

1- D;k vkidh cSad fdlh VªsM o pSEcj ;k ,lksfl,'ku dh 
lnL; gS\ ;fn gka rks dsoy mu eq[; laLFkkvksa ds uke 
crk,a ftuds lkFk vkidk dkjksckj laca/k gSA

cSad fuEufyf[kr izeq[k pSEclZ @ la?kksa dk lnL; gS%

,½ ,lksfl,VsM pSaclZ vkWQ dkWelZ ,aM baMLVªh vkWQ bafM;k 
¼,lkspSe½

ch½ Hkkjrh; m|ksx ifjla?k ¼lhvkbZvkbZ½

lh½ lkoZtfud miØeksa dh LFkk;h lfefr ¼,llhvksihbZ½

Mh½ ih,pMh pSacj vkWQ dkWelZ¼ih,pMhlhlhvkbZ½

bZ½ ,MfefuLVªsfVo LVkQ dkWyst vkWQ bafM;k]  
¼,,llhvkbZ½
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2. 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 (PMJJBY), 
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 31st 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) Credit to Agriculture sector stood at Rs. 1,22,708 Crore 
as on 31st March, 2022. The percentage of Agriculture 
Advances to Quarterly annual average ANBC is  
18.35 percent against the prescribed National Goal of 
18 percent.

2- D;k vkius dHkh mijksä ,lksfl,'kuksa ds ek/;e ls tufgr 
ds fodkl vFkok lq/kkj ds fy, iSjoh@ykW¯cx dh gS\ gka@
ugha( ;fn gka rks Ñi;k O;kid {ks=kksa ¼Mªki ckWDl% vfHk'kklu 
vkSj iz'kklu] vk£Fkd lq/kkj] lekos'kh fodkl uhfr;ka] 
ÅtkZ lqj{kk] ty] [kk| lqj{kk] lrr dkjksckj uhfr;ka] 
vU;½ dk mYys[k djsaA

gk¡] cSa¯dx vkSj foÙk ds O;kid {ks=kksa ij ljdkj vkSj fu;ked ds 
fofHkUUk eapksa ij ppkZ dh tkrh gSA cSad vkSj mlds 'kh"kZ izca/ku 
fu;ked vkSj uhfr fuekZrkvksa }kjk cuk, x, fofHkUUk dk;Z nyksa 
dk fgLlk gSaA bl izdkj] uhfr;ka cukrs le; fofHkUUk vk£Fkd ,oa 
foÙkh; eqíksa ds laca/k esa cSad }kjk fn, buiqV rFkk lqÖkkoksa ij Hkh 
fopkj fd;k tkrk gSA 

fl)kar VIII: dkjksckj dks lekos'kh o`f) rFkk lkfE;d fodkl esa 
lgk;rk djuh pkfg,A

1- D;k cSad esa fl)kar VIII ls lacaf/kr uhfr ds vuqlj.k esa 
fof'k"V dk;ZØe@igy@ifj;kstuk,a gSa\ ;fn gka rks buds 
fooj.k nsaA

cSad lfØ; :i ls lekt ds cSad jfgr vkSj gkf'k, ij j[ks x, 
oxks± dks fofHkUUk mRiknksa vkSj lsokvksa ds izLrko }kjk ljdkj 
ds foÙkh; lekos'ku dh dk;Zlwph ek/;e ls lekos'kh fodkl 
vkSj U;k;laxr fodkl dk leFkZu djrk gSA le;&le; 
ij fofHkUUk ljdkjh ;kstukvksa uker% iz/kkuea=kh tu /ku 
;kstuk ¼ih,etsMhokbZ½] iz/kkuea=kh eqæk ;kstuk ¼ih,e,eokbZ½] 
nhun;ky vaR;ksn; ;kstuk&jk"Vªh; xzkeh.k vkthfodk fe'ku 
¼Mh,okbZ&,uvkj,y,e½] foHksnd C;kt nj ¼MhvkjvkbZ½] 
nhun;ky vaR;ksn; ;kstuk&jk"Vªh; 'kgjh vkthfodk fe'ku 
¼Mh,okbZ&,u;w,y,e½] iz/kkuea=kh vkokl ;kstuk ¼ih,e,okbZ½] 
izèkkuea=kh thou T;ksfr chek ;kstuk ¼ih,etstschokbZ½] iz/kkuea=kh 
lqj{kk chek ;kstuk ¼ih,e,lchokbZ½] iz/kkuea=kh Qly chek ;kstuk 
¼ih,e,QchokbZ] vVy isa'ku ;kstuk ¼,ihokbZ½] lqdU;k le`f) 
;kstuk ¼,l,lokbZ½] ewy cpr cSad tek [kkrk ¼ch,lchMh,½ vkfn 
ds ek/;e ls _.k forfjr fd, tkrs gSaA

cSad oafpr oxks± dks cpr] ØsfMV] dS'k bu vkSj dS'k vkmV lsokvksa] 
izs"k.k] chek] isa'ku] E;wpqvy QaM lfgr O;kid foÙkh; lsok,a iznku 
djus ds fy, dkjksckj izfrfuf/k ¼chlh½ ekWMy dk mi;ksx djrk gSA

cSad }kjk izkFkfedrk {ks=k ds rgr _.k% izkFkfedrk {ks=k dks 
_.k #- ekpZ 2022 rd- #- 283712 djksM+ jgkA =kSekfld ok£"kd 
vkSlr lek;ksftr fuoy cSad _.k ¼,,uchlh½ ds fy, izkFkfedrk 
{ks=k ds vfxzeksa dk izfr'kr fu/kkZfjr jk"Vªh; y{; 40 izfr'kr ds 
eqdkcys 42-42 izfr'kr  gSA

,½ Ñf"k {ks=k ds fy, _.k] 31 ekpZ] 2022 dks #-122708 djksM+ 
jgkA =kSekfld ok£"kd vkSlr ,,uchlh esa Ñf"k vfxzeksa dk 
izfr'kr 18 izfr'kr  ds fu/kkZfjr jk"Vªh; y{; ds eqdkcys 
18-35 izfr'kr  gSA
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b) Credit to Small/ Marginal Farmers stood at Rs. 65,979 
Crore as on 31st 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 31st 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 31st 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 31st March, 2022.

f) Credit to Minority Communities stood at Rs.  27,071.50 
Crore as at the end of 31st March, 2022.

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

2. 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. 

3. 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.

ch½ NksVs@lhekar fdlkuksa ds fy, _.k] 31 ekpZ] 2022 dks  
# 65]979 djksM+ jgkA NksVs @ lhekar fdlkuksa dks =kSekfld 
ok£"kd vkSlr ,,uchlh dks vfxzeksa dk izfr'kr 9 izfr'kr  
ds fuèkkZfjr jk"Vªh; y{; ds eqdkcys 9-87 izfr'kr gSA

lh½ lw{e m|eksa ds fy, _.k] 31 ekpZ] 2022 dks #- 53963 
djksM+ jgkA lw{e m|eksa dks =kSekfld ok£"kd vkSlr 
,,uchlh ds fy, vfxze dk izfr'kr 7-50 izfr'kr ds 
fuèkkZfjr jk"Vªh; y{; ds eqdkcys 8-07 izfr'kr gSA

Mh½ detksj oxks± ds fy, vfxze] 31 ekpZ] 2022 dks #- 90]002 
djksM+ jgkA frekgh ok£"kd vkSlr ,,uchlh ds 11 izfr'kr 
ds jk"Vªh; y{; ds eqdkcys miyfC/k 13-46 izfr'kr gSA

bZ½ 31 ekpZ] 2022 ds var rd efgyk ykHkk£Fk;ksa ds fy, _.k] 
77]932-54 djksM+ #i;s FkkA

,Q½ 31 ekpZ] 2022 ds var rd vYila[;d leqnk;ksa ds fy, 
_.k] 27]071-50 djksM+ #i;s FkkA

th½ vuqlwfpr tkfr@vuqlwfpr tutkfr leqnk;ksa ds fy, 
_.k 31 ekpZ] 2022 ds var rd #- 6]664-14 djksM+ jgkA

2- D;k ;g dk;ZØe@ ifj;kstuk,a bu&gkml Vhe@Lo;a 
laxBu@ckgjh xSj ljdkjh laxBu@ljdkjh lajpukvksa@
fdlh vU; laxBu ds ek/;e ls 'kq: dh xbZ gSa\

cSad esa le£ir izHkkx gSa] vFkkZr izkFkfedrk {ks=k izHkkx vkSj foÙkh; 
lekos'ku izHkkx] ,e,l,ebZ izHkkx] dkWiksZjsV lkekftd nkf;Ro 
d{k tks foÙkh; lekos'ku vfHk;ku vkSj dkWiksZjsV lkekftd nkf;Ro 
ds rgr fofHkUUk dk;ZØeksa@ ifj;kstukvksa dk dk;Z djrs gSaA gekjs 
vapy dk;kZy;ksa vkSj e.My dk;kZy;ksa ds ek/;e ls Hkh izxfr dh 
fuxjkuh dh tkrh gSA 

cM+s iSekus ij lekt ds dY;k.k dh fn'kk esa dke djus okys fofHkUUk 
xSj ljdkjh laxBuksa] VªLVksa vkSj laxBuksa ds lg;ksx ls iz/kku 
dk;kZy;@vapy dk;kZy;ksa esa lh,lvkj Vhe dh lfØ; Hkkxhnkjh 
ls fofHkUUk lh,lvkj xfrfof/k;ka@dk;ZØe pyk, tkrs gSaA ih,uch 
izsj.kk] cSad ds ofj"B vf/kdkfj;ksa dh thou lkFkh ds lkFk&lkFk 
cSad dh ofj"B efgyk vf/kdkfj;ksa dk ,d laxBu gS] tks LosPNk ls 
cSad ds lh,lvkj ,tsaMs dks vkxs c<+kus esa ;ksxnku ns jgs gSA

3- D;k vkius viuh igy ds izHkkoksa dk dksbZ ewY;kadu fd;k 
gS\

izLrkoksa dk ewY;kadu fd;k tkrk gS vkSj lacaf/kr QhYM dk;kZy;ksa 
dh enn ls vis{kkvksa ds fy, iwoZ leqfpr lko/kkuh dk ikyu fd;k 
tkrk gSA cSad fofHkUUk ifj;kstukvksa dh vkof/kd leh{kk djrk 
gS vkSj budh fLFkfr ,oa izn'kZu dk fu;fer :i ls ewY;kadu 
djrk gSA fujarj fuxjkuh vkSj ewY;kadu ds ifj.kkeLo:i] cSad 
lq/kkjkRed dne mBkus esa l{ke gks x;k gS vkSj fofHkUUk ljdkjh 
izk;ksftr rFkk lkekftd lqj{kk ;kstukvksa ds varxZr y{; Lrj dks 
ikj djrs gq, vPNh izxfr fn[kkbZ gSA
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4. 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 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.

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 12th 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 31st March, 
2022.

4-  lkeqnkf;d fodkl ifj;kstukvksa esa vkids cSad dk izR;{k 
;ksxnku D;k gS& jkf'k #- esa rFkk lapkfyr dh tk jgh 
ifj;kstukvksa dk fooj.k nsa\

lkeqnkf;d fodkl dk;ZØe esa cSad ds ;ksxnku dks viuh fofHkUUk 
ifj;kstukvksa ds ek/;e ls ns[kk tk ldrk gS] ;Fkk %&

,- fdlku izf'k{k.k dsaæ ¼,QVhlh½% cSad us 12 fdlku 
izf'k{k.k dsaæ LFkkfir fd, gSaA ,QVhlh Ñf"k vkSj lac) 
xfrfof/k;ksa rFkk dEI;wVj] d¯Vx vkSj flykbZ@d<kbZ 
vkSj m|ferk fodkl dk;ZØeksa ij Hkh fu%'kqYd izf'k{k.k 
iznku dj jgs gSaA LFkkiuk ds ckn ls] ,QVhlh us 55]017 
izf'k{k.k dk;ZØe vk;ksftr djds 16]44]102 O;fä;ksa dks 
izf'k{k.k iznku fd;k gSA ;s izf'k{k.k dsaæ fdlkuksa ds [ksrksa esa 
e`nk ijh{k.k lqfo/kkvksa okyh eksckby oSu vkSj fdlkuksa dks 
lwpukRed ohfM;ksa fDyi ds vkWfM;ksa fotqvy izn'kZu ds 
fy;s ,ybZMh ls ySl gSaA foÙk o"kZ 2021&22 ds nkSjku cSad 
us blds rgr 475-72 yk[k #i;s [kpZ fd,A

ch- xzkeh.k Lojkstxkj izf'k{k.k laLFkku ¼vkj,lbZVhvkbZ½% 
Hkkjr esa 76 xzkeh.k Lojkstxkj izf'k{k.k laLFkku 
¼vkj,lbZVhvkbZ½ ¼xzkeh.k fodkl ea=kky; ds rRoko/kku 
esa½ rFkk 2 xzkeh.k fodkl dsaæ ¼ih,uch miØe½ py jgsa gSa] 
tks fd xzkeh.k vkcknh vkSj muds ifjokjksa dks Lojkstxkj 
miØe@jkstxkj izkIr djus gsrq dkS'ky fodkl ds fy, 
izf'k{k.k iznku djus esa yxs gq, gSaA foÙkh; o"kZ 2021&22 ds 
nkSjku] bu dsaæksa esa 41]718 O;fä;ksa dks izf'kf{kr fd;k x;k] 
ftuesa ls 27]380 chih,y ifjokjksa ls lEc) gSa vkSj 32]948 
efgyk,a gSaA LFkkiuk ds ckn ls izf'kf{kr mEeh}kjksa dh dqy 
la[;k 4]92]418 gS] ftuesa ls 2]06]241 chih,y ifjokjksa ls 
vkSj 3]15]856 efgyk,a gSaA gekjs vkj,lbZVhvkbZ lekos'kh 
fodkl ds fy, i;kZIr _.k lqfuf'Pkr djds frHkkfx;ksa dks 
clkus ds  fy, /;ku dsafær dj jgs gSaA LFkkiuk ds ckn ls 
dqy 3]32]028 mEehnokj clk, x,A foÙk o"kZ 2021&22 ds 
nkSjku cSad us blds rgr #- 2753-97 yk[k [kpZ fd,A

lh- ih,uch ykMyh% ;g ;kstuk xzkeh.k@v/kZ 'kgjh {ks=kksa 
dh yM+fd;ksa ds chp f'k{kk dks yksdfiz; cukus ds fy, 
gSA bl ;kstuk ds rgr] cSad izR;sd igpkus x, xkao dh 
10 t:jrean Nk=kkvksa dks f'k{kk lkexzh gsrq ,deq'r 
2]500@& #i;s vkSj 100@& #i;s izfr ekg ikWdsV HkÙkk ds 
:i esa iznku dj jgk gSA p;fur ckfydkvksa dks 12oha d{kk 
iwjh djus rd gj lky lgk;rk feyrh jgsxhA foÙkh; o"kZ 
2021&22 ds nkSjku 435 Nk=kkvksa ds chp :- 8-47 yk[k 
forfjr fd, x,A vc rd] geus bl ;kstuk ds rgr  
31 ekpZ] 2022 rd 10]126 ckfydkvksa dks :- 184-34 yk[k 
forfjr fd, gSaA
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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 31st 

March, 2022 under the scheme. 

5. 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

1. 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.

2. 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.

Mh- ih,uch fdlku ckyd f'k{kk izksRlkgu ;kstuk% 
xjhc Ñf"k m/kkjdrkZvksa ¼NksVs fdlkuksa] lhekar fdlkuksa] 
dk'rdkjksa fdlkuksa] ekSf[kd iV~Vsnkjksa vkSj Ñf"k Jfedksa 
lfgr½ ds Nk=kksa dks foÙkh; lgk;rk iznku djus ds fy, 
;g ;kstuk 'kq: dh xbZ gS] c'krsZ mudk _.k [kkrk 
fu;fer py jgk gksA LFkkiuk ds ckn ls] ;kstukUrxZr  
31 ekpZ] 2022 rd 1553 fo|k£Fk;ksa dks #- 47-98 yk[k dh 
izksRlkgu jkf'k nh xbZ gSA

5- D;k vkius ;g lqfuf'Pkr djus ds fy, dne mBk, gSa fd 
bl lkeqnkf;d fodkl igy dks leqnk; }kjk lQyrkiwoZd 
viuk;k tk,\

;g lqfuf'Pkr djus ds fy, fd leqnk; }kjk bl lkeqnkf;d 
fodkl igy dks lQyrkiwoZd viuk;k x;k gS] ih,uch 
fodkl&xzke vaxhdj.k ;kstuk] fdlku Dyc] fdlku xks"Bh 
vkfn tSlh lkeqnkf;d fodkl igy@;kstukvksa dks ykxw djrs 
le; lHkh fgr/kkjdksa tSls LFkkuh; ljdkj] xSj ljdkjh laxBuksa] 
iapk;rh jkt laLFkkuksa] LFkkuh; fuokfl;ksa vkfn dks lfEefyr fd;k 
tkrk gSA fodklkRed xfrfof/k;ksa dh igpku LFkkuh; ,tsafl;ksa 
dh izfrfØ;k vkSj LFkkuh; tula[;k dh t:jr ds vk/kkj ij dh 
tkrh gSA blds vykok] iapk;rksa@Lo;a lgk;rk lewgksa vkSj muds 
lnL;ksa dks xfrfof/k;ksa ds ykHk dh laLrqfr djus gsrq lfEefyr 
fd;k tkrk gS ftlds ifj.kkeLo:i xfrfof/k;ka@mRiknksa dh 
csgrj Lohdk;Zrk cu tkrh gSA LFkkuh; laxBuksa dh Hkkxhnkjh ,sls 
dk;ZØeksa dh lQyrk lqfuf'Pkr djus esa enn djrh gS vkSj lekt 
esa nh?kZdkfyd ldkjkRed cnyko ykus esa enn djrh gSA

fl)kar IX% dkjksckj dks vius xzkgdksa o miHkksäkvksa ds lkFk 
ftEesnkj <ax ls tqM+uk pkfg, rFkk mudks egÙo nsuk pkfg,A

1- foÙkh; o"kZ dh lekfIr ij fdrus izfr'kr xzkgd f'kdk;rsa@
miHkksäk ekeys yafcr jgs\ 

     foÙkh; o"kZ 2021&22 ds var rd yxHkx 1-76% xzkgd f'kdk;rsa 
yafcr gSaA

2- D;k cSad mRikn ds yscy ij LFkkuh; dkuwuksa ds vuqlkj 
vfuok;Z lwpuk ds vfrfjä mRikn dk vU; fooj.k Hkh 
izn£'kr djrh gS\ gk¡@ugha@ykxw ugha@fVIif.k;ka ¼vfrfjä 
lwpuk½

gk¡] cSad }kjk is'k fd, tkus okys fofHkUUk foÙkh; mRiknksa ds fooj.k 
cSad dh osclkbV ij foKkfir fd, tkrs gSa( vkSj iSEQysVksa ,oa 
czks'kjksa ds ek/;e ls buds ckjs esa tkx:drk QSykbZ tkrh gSA 
cSad ¯izV] bySDVªkWfud rFkk lks'ky ehfM;k }kjk esa Hkh mRiknksa ds 
foKkiu fn, tkrs gSaA Qslcqd] fV~oVj vkSj ¯yDMbu] ;wV~¸kwc tSls 
fofHkUUk lks'ky ehfM;k eapksa ij Hkh cSad us viuh lfØ; mifLFkfr 
ntZ dh gS] tgk¡ cSad }kjk miyC/k djk, tk jgs mRiknksa o lsokvksa 
dh fo'ks"krkvksa dks izHkkoh <ax ls izn£'kr fd;k tkrk gSA
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3- D;k xr 5 o"kks± ds nkSjku fdlh Hkh fgr/kkjd }kjk cSad ds 
fo#) vuqfpr O;kikj i)fr;ksa] xSj ftEesnkjkuk foKkiu 
rFkk@vFkok izfrLi/kkZ&jks/kh O;ogkj ds laca/k esa nk;j 
fd;k x;k dksbZ ekeyk foÙkh; o"kZ ds var rd yafcr jgk\ 
;fn ,slk gS rks yxHkx 50 'kCnksa esa bldk fooj.k nsaA

bl Js.kh ds rgr] vuqfpr O;kikj O;ogkj Js.kh ds varxZr ih- 
jkeknsoh ds uke ls ,d ekeyk jkT; vk;ksx enqjS ¼psUUkbZ eaMy½ ds 
le{k yafcr gSA

4- D;k vkidh cSad us dksbZ miHkksäk losZ{k.k@miHkksäk larqf"V 
izo`fÙk dk fo'ys"k.k fd;k gS\

cSad xzkgd lsok ds egRo dks iw.kZ :i ls leÖkrk gS vkSj xzkgdksa 
dks Rofjr vkSj dq'ky lsok iznku djus ds fy, loksZPp izkFkfedrk 
nsrk gSA okafNr mís'; dks izkIr djus ds fy,] cSad us xzkgd lsok 
ij Hkkjrh; fjtoZ cSad }kjk tkjh fn'kkfunsZ'kksa dks /;ku esa j[krs gq, 
,d etcwr f'kdk;r fuokj.k uhfr rS;kj dh gSA f'kdk;r fuokj.k 
uhfr esa fu/kkZfjr <kaps ds Hkhrj xzkgdksa dh f'kdk;rksa dk fuokj.k 
djus ds fy, gj laHko iz;kl fd;k tkrk gSA

cSad ds ikl ,d vkWuykbu f'kdk;r fuokj.k izca/ku iksVZy gS ftls 
dsaæhÑr f'kdk;r fuokj.k izca/ku iz.kkyh ¼lhthvkj,e,l½ dgk 
tkrk gS] tks bu&gkml iksVZy gSA bl iz.kkyh ds ek/;e ls] xzkgd 
dks rRdky ikorh feyrh gS vkSj og f'kdk;r dk VªSd Hkh j[k 
ldrk gSA xzkgd cSad dh osclkbV] baVjusV cSa¯dx lsok] eksckby 
cSa¯dx lsok vkSj eksckby ,si ds ek/;e ls lhthvkj,e,l esa vius 
vuqjks/k@f'kdk;r ntZ djk ldrs gSaA

nks izeq[k lsok iznkrkvksa ds ek/;e ls vius xzkgdksa dks 24 × 7 × 365 
vk/kkj ij Vsyh&cSa¯dx lsok,a iznku djus ds fy, cSad ds xq#xzke 
vkSj uks,Mk esa vR;k/kqfud izkFkfed laidZ dsaæ gSaA

cSad@'kk[kkvksa }kjk iznku dh tk jgh lsok dh xq.koÙkk ij xzkgd 
dh izfrfØ;k izkIr djus ds fy, cSad iz/kku dk;kZy; esa ,d mPp 
Lrjh; lfefr] cksMZ dh xzkgd lsok lfefr vkSj xzkgd lsok ij 
LFkk;h lfefr dh =kSekfld cSBdksa esa fofHkUUk {ks=kksa ls ukfer xzkgd 
izfrfuf/k;ksa dks vkeaf=kr djrk gSA xzkgd lsok dh xq.koÙkk esa lq/kkj 
djus ds fy, izfrfØ;k @lqÖkko izkIr djus ds fy, izR;sd ekg esa
10osa fnu ¼;fn vodk'k gks rks vxys fnu½ lHkh 'kk[kkvksa esa xzkgdksa 
ds lkFk ekfld cSBdsa Hkh dh tk jgh gSaA

cSad us lsok ds Lrj dk vkdyu djus ds fy, 'kk[kkvksa dk xqIr 
nkSjk djus ds fy, iz/kku dk;kZy;] vapy dk;kZy;ksa vkSj eaMy 
dk;kZy;ksa esa xzkgd lsok dsaæ esa vf/kdkfj;ksa dh Vheksa dk xBu 
fd;k gSA

cSad laidZ dsaæksa ds ek/;e ls losZ{k.k djds vkSj vkmVckmaM dkWy 
djds lsok dh xq.koÙkk] 'kk[kkvksa ds ifjlj vkfn ds ckjs esa xzkgdksa 
ls izfrØ;k Hkh izkIr dj jgk gSA

3. 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.

4. 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 an immediate 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 × 7 × 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 10th 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. 


