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Dear PNBians,

“Happy customers are your biggest advocates
and can become your most successful sales
team."....... Lisa Masiello

| am delighted to announce that the latest
edition of PNB Pratibha' focuses on “Customer
Service and Bank Deposits”.

Bank plays a pivotal role in the economy of a
country and a well-functioning banking system is
essential for economic growth. The strength of the
relationship between a banker and a customer
depends on the bank's offerings and the services
availed by customers.

In  today's competitive market, every
business strives to build long-term relationships
with customers to ensure stability. Customer
expectations now extend beyond high-quality
products and services; they also seek personalized
and prompt interactions.

Technologicaladvancements, such as chatbots,
Al, and self-service options, have revolutionized
customer service and support, catering to the
changing demands of customers.

Having satisfied and happy customers fosters
brand loyalty and tend to attract new customers.
To ensure the success, it is crucial to take action
and provide customers with the service they
deserve, giving them a reason to choose us over
our competitors.

In addition to conventional banking services, our
bank is committed to strengthening the bond with
our customers by providing various value-added
services viz. Point of Sales (POS) machines, Internet
Payment Gateway, BHIM QR Code, CMS, Door Step
Banking (DSB).

To further enhance customer relationships,
our bank has set up 54 Customer Acquisition
Centres (CACs) with a specific focus on targeting
institutional and corporate business through
strategic tie-ups, along with personalized services
for high-net-worth individuals (HNIs) and non-
resident Indians (NRIs).

| 2
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Under the new Division i.e. Business Acquisition
& Relationship Management, seven sub-divisions
have been created viz.) i. Current Deposit & MAB,)
ii. Savings Dep03|t Debit Card, iii. NRI Business &
Other liabilities,) iv. Corporate Relcmons) V. CRM &
Lead Management,) vi. Credit Card,) vii. Third Party
Products & Wealth Management and additionally
21 Government Business Vertical Centres (GBV) to
cater to Government/Defence business by liaising
with state government departments.

One of the key roles of the BA & RM after the
revamp is to provide customized schemes for
different segments and enhance existing products
to be industry best. In this regard, different
departments under BA &RM have started upgrading
existing schemes as well as creating new ones.

In the rapidly evolving digital areq, digital
transformationis the key to the growth and providing
ease and convenience to the customers, as such
all the sub-divisions of the Division are focused on
the adoption of technology and Digitolizotion of
their products, processes, and services. Enhanced
Access and Service Excellence (EASE) 6.0 also aims
on data analytics, automation and digitalization
to improve profitability, asset quality, customer
service and digital capabilities.

Aligned with our corporate goals, our objective
going forward is to increase the share of Current
Account and Savings Account (CASA) deposits,
while also generating substantial revenue through
cross-selling third-party and government products
to our customers.

In order to gear up the business growth a 75
days business sourcing campaign through CACs
christened as “PRARAMBH" has been launched from
01.07.2023 to 13.09.2023.

| firmly believe that by providing an effective,
seamless, and meaningful experience, our bankcan
attract more customers while keeping customer
acquisition costs in check.

| am confident that Team PNB will continue to
provide the highest quality services to our valued
customers and make dedicated efforts to diversify
our income sources.

\WHHHHHHH\HHHHHHHHHHHHH\HHHHHHHHHHHHH\HHHHHHHHHHHHHHH\HHHHHHHHHHHHH\HHHHHHHHHHHHHH!I/

“To give real service, you must add something which
cannot be bought or measured with money, and that
is sincerity and integrity."”

Douglas Adams

T L TN

With Best Wishes,

\\\HHHHHHHHHHHHHHHHH!I/

S

Atul Kumar Goel
(Managing Director and Chief Executive Officer)
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Dear PNBians,

’

| am pleased to note that this issue of ‘PNB Pratibha
is published with the theme of “Customer Service and
Bank Deposits”.

In today's world, Banks are considered a pivotal
element for the economy of the country, and an
effective banking system paves the way for proper
growth of the economy. A strong relationship between
a banker and a customer depends upon the activities,
products or services offered by the Bank to its customers
and availed by them. The relationship between a banker
and a customer is a ‘Transactional Relationship’ and
strong growth in a Bank’s business portfolio depends
a lot on strong bondage with the customer. Trust plays
a very important role in building a healthy relationship
between a banker and a customer.

Every business unit emphasizes on spurting a long-
term relationship with customers to nurture its stability
in today’s blooming market. Customer expectations are
now not any limited to get best products & services, they
also need for face to face business in which they want to
receive exactly what they demand and in a quick time.

In today’'s age, it's no wonder that technology
has developed within customer service and support
Chatbots, Al, self-service and more are revolutionizing
the way of customer service. The banking and financial
services sector has undergone tremendous changes
over the last few decades, but most of those changes are
focused on front office operations. Online and mobile
banking, peer-to-peer exchanges, the rise of fintech
start-ups and self service banking advancements like
these have disrupted the industry and fundamentally
changed the way.

Customer experience is especially important in
this new era of banking. By modernising back office
operations, banks can provide better service for their
customers while streamlining essential processes to
increase efficiency and their competitive edge.

Satisfied customers come back for more and also
they refer you to their friends/ relatives which can be
great way to build a loyal base of interested customers.

Customer service is a term which means a measure
of how well products and services meet or exceed the
customer’'s expectations. It is important to have this

| 4
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within a business as it creates a good relationship with
the client and you their trust, it increases customer life
time value and retains customers to stay with your
organization. Having good customer service will also
reduce negative feedback such as bad words about
the organization. There is difference between customer
wants and needs. Customer wants are based on how
the customer wants to be treated when either coming
into our branch or ringing us up. A want is a desire for
products or services the customer wishes for.

A large number of technology-led digital initiatives
have been introduced and many more have been lined
up for providing state-of-the-art Customer Experience.
These services not only help in enhancing customer
experience and building long-term relationships but
also enable our Bank to earn handsome fee-based
income.

To have a more focused approach on building
customer relationship, Bank has set up 54 Customer
Acquisition Centres (CACs) with a specific mandate to
target institutional/corporate business through strategic
tie-ups & provide personalized services HNIs and NRIs.
We also have 21 Government Business Vertical Centres
(GBV) for targeting Government/Defence business
through liasoning with State Government Departments.

Revamping of the Bank’s existing deposit Schemes
with the addition of a new variants with various other
features like upgraded debit card variants and Credit
Card facilities are also being looked into to provide
customized schemes for different segments and
enhance existing products to be industry best.

In consonance with the corporate goal, our aim
going forward, is to increase the share of CASA along with
generation of ample revenue from cross-selling of third-
party products/Government products to customers.

| believe that by providing an effective, easy,
meaningful and effortless experience, our Bank can
attract more customers without inflating customer
acquisition cost.

| am confident that Team PNB will continue to render
best quality services to our beloved customers and
make dedicated efforts to increase the income sources.

L T T T O TR ER O L | T s
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“Quality in a service or product is not what you put
into it. Itis what the client or customer gets out of it.”

- Peter Drucker
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With Best Wishes,

Binod Kumar
(Executive Director)
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