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Bank Bags FE Best Banks Award

On 26th August, 2022 at Mumbai, our Bank was 
awarded with the FE Best Banks Award under 
Home Loan category for 2019-2020 for standout 
performances across Banks, NBFCs, SFBs and 
fintechs under challenging circumstances. Our 
MD & CEO Shri Sanjiv Chadha received the award 
at the hands of Ms. Nirmala Sitharaman, Hon'ble 
Minister of Finance and Corporate Affairs, Govt. of 
India in presence of stalwarts from the corporates 
and financial sectors.

Bank signs MoU with Indian Air Force
On 6th July, 2022 Bank signed a Memorandum of 
Understanding (MoU) with Indian Air Force (IAF) 
for Salary Savings Accounts at New Delhi. Under 
the MoU, our Bank will offer Baroda Military Salary 
Package for Uniformed Personnel and Veterans 
of the Indian Air Force. The MoU covers special 
benefits including enhanced free comprehensive 
Personal Accident Insurance cover (PAI), attractive 
offers on Retail Loans and a host of other benefits. 
The event was attended by our Executive Director 
Shri Vikramaditya Singh Khichi, Chief of Air Staff, Air 
Chief Marshal Vivek Ram Chaudhari, PVSM, AVSM, 
VM, ADC and Air Vice Marshal Ashok Saini, VSM, 
ACAS (Accounts & Air Veterans).

    ‘  ’
   ‘’           
 2021-22          
  ‘  ’     
 .       14 , 2022   
          
         ,   
    ,      , 
           
          
           
.
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Dear Colleagues,
It is my pleasure to connect with all of you through this 

edition of Bobmaitri.
We celebrated the Bank's 115th Foundation Day on 20th 

July, 2022 with the theme “Enhancing Tech, Enriching 
Lives”. This concept aims to provide a prosperous life 
to the customers through state-of-the-art technology 
enabled banking facilities. On this occasion, all our 
Offices/ Branches organized various activities like morning 
rally, tree plantation, cultural programs etc. under our 
Corporate Social Responsibility initiatives. The level of joy 
increases when our actions lead to good results. Our Bank 
has been awarded as the “Overall Top Performing Bank” 
in the EASE 4.0 Reforms Index for FY2021-22. Also, the Bank, 
under the prestigious award scheme of Govt of India, 
received first prize under 'Rajbhasha Kirti Puraskar' for the 
financial year 2021-22 for excellent performance in the 
field of usage of Hindi. Both these awards reflect Bank's 
progressive approach and commitment for providing 
best banking services to the general public of the country 
by adopting cutting edge technology. These awards are 
the testimony of our hard work and will inspire us in our 
future endeavors.

The world is looking at India's current state of economy 
with great optimism. India has been a role model for 
the world. Reserve Bank of India has introduced Digital 
currency for the wholesale segment with effect from 1st 
November, 2022. This is a revolutionary step in the history of 
our economy. Our selection by RBI as a member among 
the 3 public sector banks for this pilot project reflects 
Bank’s strong digital presence and competencies. This 
has provided us an opportunity to be associated with 
this ambitious project. In our transformational journey we 
have further strengthened our digital infrastructure in the 
last few years.

The Bank is constantly keeping eyes on the changing 
economic landscape. Our economy is growing and 
accordingly the bank is assimilating itself with the new 
changes. On the economy front Indian Banks are playing 
the role of Development Financial Institutions (DFIs). Banks 
are not only providing capital but are also financing 
many projects. Banks are playing an important role in the 

 ,
            

       .
 20 , 2022    115   

    ‘ ,  ’ . 
        
           . 
     /    
       - 
 , ,      
.             
    .    -4.0   
 ‘     ’      
 .  ,            
 2021-22         
‘  ’       . 
          
            
           
.         -  
    .
           

.             . 1  
2022          
     .       
  .        
    3          
         , 
         
    .       
         .
        .  

           
   .        
  ()     .    
          

    
    
Managing Director  
& Chief Executive Officer's Message
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development of every sectors of the Indian economy, 
be it industry, MSME export sector or growing consumer 
financing.

Keeping in view the requirements of present times and 
needs of customers the Bank is continuously enhancing 
its functions and products. Considering the potential 
available in the Mid Corporate segment, Bank has 
launched Mid Corporate Cluster Offices at four centers 
across the country i.e. at Mumbai, New Delhi, Chennai and 
Kolkata. Our goal is to continuously add quality credit to 
the mid corporate loan book. These branches will reduce 
the turnaround time with respect to credit decision. 
Digital Banking is the banking of future. Therefore, GOI 
has launched Digital Banking Units at 75 districts in the 
country. It is noteworthy that the responsibility of Digital 
Banking Unit at 8 centers has been entrusted to our Bank, 
which is being discharged very effectively by us.

Technology has changed the nature of banking in India. 
The Account Aggregator ecosystem has the potential 
to revolutionize the lending and investment options 
available to millions of Indians. Our Bank is actively 
working on this platform as a Financial Information User 
(FIU) and promoting digital lending through it. After sailing 
through tough two years of global health crisis, we are 
looking forward for the increased demand for our various 
products during this festive season. We have launched an 
annual festival campaign called 'Khushiyon Ka Tyohaar' 
to churn out maximum business for the Bank during the 
festive season. With a view to facilitate the pensioners 
in submitting life certificate, the facility of submitting life 
certificate through video calling has also been introduced. 
In order to enable the customers to get banking services 
in their preferred language, bob world, Internet Banking 
and WhatsApp Banking facilities have been made 
available in Hindi and we are continuing our efforts to 
ensure availability of Hindi and other Indian languages in 
other user interfaces as well. The Bank has launched a 
customer engagement program for its customers called 
'bob world Benefits' under which customers can earn 
reward points by transacting through our mobile banking 
app 'bob world'. All these initiatives are being taken to 
provide our customers experience of pleasant banking to 
further strengthen and deepen our association with them.

Be it the journey of transformation or good results out 
of it, all these require collective efforts from all of us. Our 
Barodian colleagues at every level, are doing great 
and helping the Bank in implementing its new initiatives 
effectively. I am sure, all of you will keep to contributing 
in the same manner in the journey of progress of your 
mother organization.

Best wishes for the upcoming festivals.

Sanjiv Chadha
Managing Director & Chief Executive Officer

   .       
  ,         
,         .
           

      .      
            , 
 ,          
  .         
     .       
       .    
   . :,       
      75       
  .      8    
            
       .
          .  

         
           
 .      ()  
              
        .   
             
             
 .  ‘  ’    
    .    -  
             
 -        .  
             
,           
             
       .    
   ‘  ’     
           ‘ 
’    -       
.            
              
    .
         ,  

        .    
             
           .  
             
       .
     .

 
     

- 2022- 202244



–  
Content Management Team

   Ajay Kumar Khosla
   Prakash Vir Rathi

  Subrat Kumar
   M V Murali Krishna

 Purushotam
  Archana Pandey
    IVL Shridhar

   Sudhanshu Kumar Singh
   Ravindra Singh Negi

 /Executive Editor
  / Sanjay Singh

/Editor
   Punit Kumar Mishra

 /Assistant Editor
  Mahipal Chauhan

/Associate
  Bikram Singh
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C o n t e n t sC o n t e n t s
    

,           .       
    .
BOBMAITRI is published for all employees of Bank of Baroda. The views 
expressed in it do not necessarily represent those of the Bank.
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        //The Executive Editor SpeaksThe Executive Editor Speaks
 ,    Sanjay Singh, Executive Editor

Dear Readers,
I am very happy to digitally present the new issue of Bobmaitri. 

Our initiative of making Bank's Corporate Magazines available to 
all retired and working Staff Members of the Bank through Bob 
Abhivyakti app has started gaining popularity. The number of our 
readers visiting the app is continuously increasing. Our readers are 
immediately posting their comments and views on various articles/ 
write ups of the magazine using the comments section. At the same 
time a long time consuming process of physical dispatch of the 
magazine after its publication has come to an end. Very soon we 
are going to launch 2.0 version of Bob Abhivyakti App, which will 
have many more features. After the implementation of this version, 
we will be able to generate important data related to the app 
such as the article/ write up most read or liked, the most active 
reader user of the app etc., and will be able to share the same 
with the readers. We will also endeavor to share audio articles or 
short videos of important events through the app to invigorate the 
reading experience of our readers. I would request all the readers of 
the magazine to motivate their colleagues and also the retired staff 
members to install this app at the earliest.

We celebrated the 115th Foundation Day of the Bank on 20th 

July, 2022. The occasion was celebrated with zeal and gaiety at 
Corporate Office and at all levels in the Bank. We organized Hindi 
Diwas function on 10th October, 2022 at Corporate Office in the 
gracious presence of our MD & CEO Shri Sanjiv Chadha. Renowned 
poet of humour & satire PadmaShri Surendra Sharma was the chief 
guest in the function. The issue includes reports on the said events.  

It has been the endeavor of our Bank to do “Banking with 
Compliance”. Hence we take utmost care in complying with the 
laws, regulations, rules, norms of the concerned regulatory bodies 
etc. Operations and Services vertical plays a very important and 
crucial role regarding banking operations. Due to non-compliance 
in banking operations, there is always the risk of legal or regulatory 
sanctions, financial loss or reputational loss. Considering this 
aspects, this issue of house journal is focused on Operations & 
Services functions and related topics. Accordingly, in this issue we 
have included the article 'Important Concepts of KYC-AML' by 
Shri Narendra Kumar Totla, in which areas like Know Your Customer, 
Prevention of Money Laundering etc. have been discussed in 
detail. Shri Roshan Jha in his article ’     
  ’ has elaborated upon the utility of complaint 
management system of the bank for better customer service. The 
article 'Contact Center Services and Developments' by Shri Vipin 
Bhatt discusses the contribution of Contact Center in customer 
service, sales business etc. 'Customer Relationship Management' by 
Shri Jagannatha Sharma, ‘       
    :   ’ by Dr. Satyendra Kumar and 
'Functioning of Centralized Transaction Monitoring Unit – CTMU' 
by Shri Pankaj Kumar and other Important articles will be very useful 
for our readers to update themselves about various aspects related 
to operations and its functioning. To give you a varied reading 
experience, this issue also includes an article 'Fit @ 40' by Shri 
Yogendra Saini, which provides important tips regarding physical 
and mental health in growing age. The business achievements of 
the Bank's 'Champion Zone and Champion Region' during the 
quarter have also been included under our regular column.

In addition to the above, this issue also carries reports on various 
celebrations, events, news, awards & honors and activities related 
to Official Language implementation organized across the Bank. 
I trust the blend of diversified content will make this issue more 
interesting for our readers. I request our fellow readers to keep on 
sending their contribution to the journal and do let us know their 
feedback/ suggestions so that we can keep on improving. 

With best wishes,

Sanjay Singh

 ,
        

        
  .         
          
        . 
          

   .      /      
        .          
               .    
    2.0    ,      . 
                 
/          ,     
  ?         .      
               
          .    ,   
      ,          
          . 

   115    20 , 2022  .   
            .  10 , 2022 
              
              
        .        .      

           .   , 
, ,            
  .            
.    -      ,   
        .         
            .   
        ’Important Concepts of KYC-AML’ 
       ,       
    .       ’     
  ’            
       .      'Contact Center 
Services and Developments'   ,      
      .      'Customer Relationship 
Management', .    c      'Functioning 
of Centralized Transaction Monitoring Unit – CTMU'    
             
       .       
           'Fit @ 40'       
              
 .              ’ 
   ’        . 

  ,         , , 
  ,          
     .          
     .            
    ,    /      
       . 

 , 

  
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The theme for the Bank's 115th Foundation Day was 
“Enhancing Tech, Enriching Lives”, underscoring 
the pivotal role that technology plays at the Bank 
in increasing customer convenience, delivering 
better and more personalised service, automating 
processes, preventing fraud and deepening 
customer relationships. 

Addressing the august gathering of valued 
customers and Staff Members on this occasion  
Shri Sanjiv Chadha, Managing Director & CEO 
said, “This is truly a landmark occasion. The Bank's 
Foundation Day is an opportune time to reflect and 
look back on the Bank's accomplishments, but also 
more importantly, to look ahead to the future. We 

Felicitation of Ms. Suhani Mohan & Shri Kartik Mehta, 
Saral Designs (Maharashtra)

Felicitation of Shri Y K Behani and Shri N K Behani, 
Tekno Valves (West Bengal)

Bank celebrated its 115th Foundation Day on 20th July, 2022. To mark this 
important milestone, Bank conferred the ‘Baroda Sun Achievement Awards 
2022’ to five inspirational individuals/ companies who have made significant 
contributions in their respective fields, had a substantial impact on society 
and inspired others through their journey.

Highlights of 115th Foundation Day Celebration on  
20th July, 2022 at Baroda Corporate Centre, Mumbai
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have a rich legacy, one that is built on our customers' 
trust. To add to that, over the years, the Bank has 
undergone multiple strategic transformations, 
keeping pace with the ever-evolving needs and 
aspirations of its customers. With bob World at the 
centre, we are bringing a world-class banking 
experience at their fingertips.”

The ‘Baroda Sun Achievement Awards 2022’ were 
presented in five categories - Start-up, MSME Tech, 
Agri Tech, Social Service and Nature/ Wildlife 

Conservation. The winners of the ‘Baroda Sun 
Achievement Awards 2022’ are:

• Start-up: Ms. Suhani Mohan & Shri Kartik Mehta, 
Saral Designs (Maharashtra) - For their innovative 
and path-breaking work in making menstruation 
safe for all.

• MSME Tech: Shri Y K Behani and Shri N K Behani, 
Tekno Valves (West Bengal) - for excelling in 
the field of high-pressure gas cylinder valves 
manufacturing for the Indian and global 
markets.

• Agri Tech: Ms. Mala Kumari, Nandini Agro Group 
(Bihar) - for her pioneering work in mushroom 
farming that has helped in uplifting an entire 
village.

• Social Service: Ms. Asha Sawardekar (Goa) - for 
her selfless efforts in providing care to the elderly 
and being a beacon of hope in the lives of so 
many.

• Nature/Wildlife Conservation: Shri Himmataram 
Bhambhu (Rajasthan) - for dedicating his life 
to the conservation of the environment and 
protection of wildlife.

Felicitation of Ms. Mala Kumari, Nandini Agro Group 
(Bihar)

Felicitation of Shri Himmataram Bhambhu 
(Rajasthan)

Felicitation of Ms. Asha Sawardekar (Goa)

Presented by : Team Marketing, BCC, Mumbai

The Bank also felicitated its brand endorsers and India's sporting icons, PV Sindhu and Kidambi Srikanth on 
this occasion. The felicitation programme was followed by a cultural event. 
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 / Foundation Day

  115    ,                 
.  ,                  
,        .         ,   ,  
 ,     ,   ,   ,   ,    ,   
 ,         ,        .

       ,          300      
 .  ,   ‘’      .          . 
     ()    ,   (   )     
   (    )     .

 , 

          
()    ,       
       20 , 2022  : 
             
 -         
.     ,      
        .

 , 

Zonal Office, Chennai 

On the occasion of Bank’s Foundation Day 
Staff members of Chennai Zone participated in  
walkathon with a theme of “Save Environment” 
at Besant Nagar Beach. Zonal Head Shri A 
Saravanakumar, General Manager (Mid Corporate 
Cluster South) Shri S Rengarajan, other Senior 
Executives and Staff Members were present on the 
occasion.

  115    -     /   -  
 .  ,            
        . -    
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 / Foundation Day

 , 

           
  .         , 
     ,      , 
     ,    . 
. ,          
 .

 , 

        ,  , 
       .   
    .. ,    . . , 
    .. ,   ()   
,        .

 , 

           
  .          
.,        .

 ,    , 

         , : 
 -        . 
 ,   ,      
.        ,    
  ,    ,    ,   
     ( )      
   .

 , 

           
  .          
,          
 .

 , 

           
  (),      
     .       
   ,       
 .
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 , 

           
   .         
 ,       ,   
()   ,       
 .

 , 

          -  
    .       
   ,      ,  
    ,     , 
       .

 ,  

           
   .        , 
      ,   ()  
  ,       
 .

 , 

        ‘’   
 .        ,  
 ()    ,   ( 
)   ,   ( )   ,  
      .

 , 

             
     .      
  ,  ( )   ,  
    ,   ()   
 ,        .

 , 

         ,  
       .    
     ,       , 
       .

 / Foundation Day
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 / Foundation Day

 ,       

      ,    
           
.        ,   
()    ,      ,  
 ( )   ,   ( 
)   ,      
  .

 , 

           
  .         , 
     ,   () . 
 ,     ,  ,  
,        . 

Bank of Baroda (Uganda) Limited

Bank of Baroda (Uganda) Limited celebrated 115th 
Foundation day of its Parent Bank on 20th July, 2022. 
Managing Director Shri Raj Kumar Meena, other 
dignitaries and Staff Members were present on the 
occasion. 

 , 

        ,   
   ,        
 .        . , 
  ()    ,   ( 
)    ,       
 ()   ,     
   .

Zonal Office, Mangaluru

On the occasion of Foundation Day Mangaluru 
Zone donated washing machine to M/s Prajna 
Counselling Centre. Zonal Head Ms. Ghayathri R, 
Network DGM Shri Vinay Gupta, Regional Head 
(Mangaluru City) Shri Sanjay S Wali and Regional 
Head (Mangaluru District) Shri Deviprasad Shetty 
and other Staff Members were present on the 
occassion. 

- 2022- 20221212



 / Foundation Day

 ,  

             
       .   
      ,      
     .

 ,  

          -  
    .         
,        .

 , 

         ,  
         .   
             
           
  .        ,  
   . . ,       
    .

Bank of Baroda (Kenya) Ltd.

Bank of Baroda, New York Branch, USA

Bank's 115th Foundation Day was celebrated with a 
lot of zeal and enthusiasm at the New York Branch, 
USA. The event was graced by Shri Ajay Kumar, an 
Ex Barodian and Ex Chairman & Managing Director, 
erstwhile Corporation Bank. Shri Lalit Tyagi, Chief 
General Manager & Chief Executive, US Operations 
highlighted the Bank's rich culture and value system 
as well as the significant role played by US Territory in 
Bank's international business. 

Bank of Baroda (Kenya) Ltd. celebrated 115th Foundation Day of the Bank with a host of activities. The Bank 
donated old computers to Tree House Children Home where over 75 underprivileged children are residing and 
studying. The Foundation Day was celebrated with a meeting with retired Officials of the Bank and by honouring 
them on the occasion. The events were presided by Shri Vinay Kumar Rathi, Managing Director of the Bank. 
Other Officials of the bank were also present on the occasion.
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1. KNOW YOUR CUSTOMER (KYC)
 Know Your Customer or Know Your Client is the 

process of verifying the identity of the customer 
and obtaining other information from customer 
during Customer Due Diligence process to 
establish correctness of the information provided 
by the customer.

 Key element of 
K Y C - A M L - C F T 
includes Customer 
A c c e p t a n c e , 
Customer Identification 
Procedure, Monitoring 
of Transactions and 
Risk Management.

 For customer 
identification, while 
opening of account of any individual customer 
bank needs to obtain:

 • Copy of Any one Officially Valid Document 
(OVD) to establish Identity & Address of 
Customer.

 • Copy of PAN issued by Income tax 
department/Form 60.

 • Photograph of customer.
 For non-individual accounts some other 

documents like registration certificate, GST 
registration, resolution to open account etc., 
are also required based on their Constitution.

 Officially valid document (OVD)
 “Officially valid document” (OVD) means
 ü The passport,
 ü The driving licence,
 ü Proof of possession of Aadhaar number.
 ü The Voter’s Identity Card issued by the 

Election Commission of India,
 ü Job card issued by NREGA duly signed by 

an officer of the State Government,
 ü Letter issued by the National Population 

Register containing details of name and 
address.

 Why KYC?
 The objective of KYC guidelines is to prevent 

banks from being used by criminal elements 
for Money Laundering activities. It also enables 
banks to understand its customers and their 
financial dealings to serve them better and 

manage its risk prudently. KYC guidelines helps 
banks not only to prevent financial loss but also 
reputation loss.

2. RISK CATEGORIZATION - (Ref : HO:BR:112:274 
dated 20.06.2020)

 Bank is required to 
categorize each customer 
into High/Medium/Low 
risk based on following 
parameters available in 
CBS:
 • Constitution Code
 • Occupation Code
 • Customer Type
 • Turnover in account.

 The risk categorization takes place at the time 
of Customer onboarding and thereafter every 
half year in January & July.

 To ensure uniformity in risk categorization the 
process is automated in CBS system without 
human intervention and derived result are 
populated at “free code 1” in CUSTMOD menu. 
However branch, based on their experience, 
transaction in the account or other information 
from confirmed sources may also enrich the 
risk category in “free code 2” in “CUSTMOD” 
menu. The risk category derived by system and 
updated by branch may differ and whichever is 
higher will be considered for risk category of the 
customer.

 It is important to have correct data enriched/
entered in those parameters, which are 
responsible for risk categorization of customer.

3. BENEFICIAL OWNER : (Ref : HO:BR:112:213 dated 
22.05.2020 & HO:BR:107:83 dated 17.06.2015)

 As per extant guidelines, the Bank is required to 
identify and maintain the detail of the Beneficial 
Owner in all Non-Individual Accounts (Excluding 
Proprietorship, Listed companies and their 
Subsidiaries, Government accounts including 
PSUs).

 COMPANY - The Beneficial Owner is the 
natural person(s), who, whether acting alone 
or together, or through one or more juridical 
persons, has a controlling ownership interest/
entitlement to more than 25% of shares/capital/
profits or who exercises control through other 
means.
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 PARTNERSHIP FIRM - The Beneficial Owner is the 
natural person(s), who, whether acting alone 
or together, or through one or more juridical 
person, has/have ownership of/entitlement 
to more than 15% of capital or profits of the 
partnership.

 UNINCORPORATED ASSOCIATION OR BODY 
OF INDIVIDUALS - The Beneficial Owner is the 
natural person(s), who, whether acting alone 
or together, or through one or more juridical 
person, has/have ownership of/entitlement to 
more than 15% of the property or capital or 
profits.

 TRUST - The identification of Beneficial Owner(s) 
shall include identification of the author of the 
trust, the trustee, the beneficiaries with 15 % or 
more interest in the trust and any other natural 
person exercising ultimate effective control over 
the trust through a chain of control or ownership.

 Where no natural person is identified in above 
cases, the Beneficial Owner is the relevant 
natural person who holds the position of senior 
managing official.

 Beneficial Owner is always a natural person 
therefor KYC and due diligence process is to be 
carried out and Cust ID is to be created in finacle 
system for the individual person identified as BO.

 BO is to be enriched/identified in finacle through 
HACM menu -> Related party Tab -> designation 
code field and Code “BO” = “Beneficial owner“.

4. PERIODIC UPDATION / RE-KYC  
(HO:BR:113:102 dated 13.05.2021)

 To ensure that data or information collected 
under the Customer Due Diligence (CDD) 
process is kept upto date and relevant and on-
going due diligence is carried out. Branches are 
required to carry out periodic updation of KYC 
(Re-KYC) as under:

Risk Category KYC Updation to be carried 
out atleast

Low Risk Once in Every Ten Year
High Risk Once in Every Two Year
Medium Risk Once in Every Eight Year

 Based on risk assigned to the customer where 
KYC is due for periodic updation in next 6 months 
branches are required to issue notices and 
follow-up with the customer for KYC updation. 
At the end of the half yearly exercise, where 
KYC could not be updated, operative accounts 
of those customers may be debit freezed by 
Bank.

5.  Centralised Know Your Customer (CKYC)
 Central Know Your Customer (CKYC) or Central 

KYC, is an initiative of the government of India 

to bring Know Your Customer (KYC) process 
of all financial sector entities under a single 
window. It is managed by the Central Registry 
of Securitisation Asset Reconstruction and 
Security Interest of India (CERSAI). Central KYC 
Registry (CKYCR) is a centralized repository of 
KYC records of customers in the financial sector 
with uniform KYC norms and is accessible to all 
the Financial Institutions (FI).

 A unique identification number (14 digit) 
number is allotted to each customer when KYC 
records are uploaded by any Regulated Entity 
on CKYCR portal. This number is called CKYC 
number and through this number a customer is 
identified across all financial institutions.

 Recently, Finance Minister stated that India is 
working on a system where only a single KYC 
is needed which can be used across different 
spheres. It means, system is moving a step 
further with CKYC number as a single source of 
truth PAN India to do CDD of customers in any 
of the financial institute.

 In view of the above, the responsibility of 
Regulated Entity which is uploading / updating 
KYC records of customer on CKYCR portal 
increases manifold.

 Other FI is using the uploaded information on 
CKYC registry for CDD purpose and a small 
lacuna on part of the entity who has uploaded 
the records may result in wrong CDD which in 
turn may not only lead to Reputational loss to 
the entity but may also attract penalty from the 
Regulator.

 To avoid any such instances, following 
actionable must be ensured at Branch Level:-

 • Always obtain duly filled form from customer 
during new account opening, Updation or 
modification in KYC of customer.

 • Fill in all fields available in CBS for the purpose, 
rather than filling bare minimum fields.

 • No Junk information is entered in any of the 
fields available in CBS.

 • Scan/upload only legible/clear images 
(Photo & KYC Documents) while Scanning 
through Baroda CKYC Application/ through 
Omni scan/ through TAB.

 • Refrain from bypassing any system level 
checks, just to open the account.

vvv

Narendra Kumar Totla
Asst. General Manager,
KYC-AML, HO, Baroda
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     
      
       
 .      
        
.         
       
    .   
      /  
      
       
      .

“”        
       
        
        
       
       
   .

     :

  -     
        
        
        
    .

  -     
      /   
       
 .

       
       
       
 :

•  :      
      
       
        
       
/    .

•       :  
      
    
https://bobcrm.bankofbaroda.

co.in/onlinecompalint/    
         
    - 1800 102 4455 
/ 1800 258 4455    
    +91 79-
49044100     
   .

	 	(							
	 	 		 		 		
15	 	 	 	 	 	 	
-	 	 	 	 	 	
	 	 	 	 .	 	 	
-			7				
	 	 	 	 	 	
	.)

•   :     
      
    
(, , , , 
)       
 .

•       
     /  
    / 
 /   
       
        
.

      
       
       
          
 :

1.  :     , 
      
     
     
   ‘  
    ’ 
( - https://pgportal.
gov.in/) .      
       
.

  (					 	
					30		
.							
/	 	 	 	 	 	 	
		 					
									
							
			 	30	 		
			.)

     
  
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 
,   
 , 

2.  :      
,     
      
    
 ‘   
’ (  - https://
consumerhelpline.gov.in/) . 
        
    .

  (	 	 	 	 	 	
	 	 	 	 	
	 30	 	 .	 	 	 	 	
		/					
							
								
								
							
		.)

3.    :   
   1995     
    2002  2006  
  ,    
, ,    
     
 .     
   .  2019   
       
      
      
 (CMS)   .

  ‘   -  
 , 2021’  12 
, 2021    
       
 .

  (      
   -	 (i)	 	
	 ,	 2006	 (ii)	 -
						
,	 2018;	 	 (iii)	 	
				,	2019	
	 	 	 	 	 .	 	
							

						
								
	 	 	 	 -	
	 	 ,	 	 	 	
				 			
	 	 	 30	 	 	
						.)

    , 2021  
       
 /      
      
      
  (https://cms.rbi.
org.in),  (CRPC@rbi.org.
in)    (  
      
)        
 .

   ,     
      
 /    
      
      
(  - 14448)  , 
  8     
  .

      
 :-

   -   
, 2021  ,   
         
      
       
        
      15  . 
       
         
       
 /   ,   
,        
  .      
         
 -/    30  
     .

      
 :
(1)        / 

      
    ,  
  ‘  ’ 
   -  
      
     .

(2)         
      
      
       
      
 .      
       
        
        
       
.       
   /    
       
       
   .

(3)         
     
     
  ()   
     .

(4)         
   .    
       
       
   .

    /   
          
       
       
       
          
‘ ’     .

vvv
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Bank of Baroda started Contact Centre (CC) 
Service in 2010 with inbound support & now CC is 
a single touch point for customers and prospects to 
get banking information/services 24*7*365/366 days 
in 11 languages on a real time basis. CC is operating 
through 3 locations Gandhinagar, Noida & Chennai 
and per day it handles approximate 1.35+ lacs 
inbound, 3+ lac out bound and 13K+ fraud alerts.

Contact Centre services and developments
Bank of Baroda CC received top position in EASE 4.0 
ranking among all the public sector banks. Our CC 
service level is above 90%, IVR (self-service through 
system) usage is above 69% and abandon is less 
than 1%.
A. Inbound operations: CC receives the toll free 

calls at IVR and resolves them. The unresolved 
calls go to the Associates. The list of services are:

• Through IVR:  

SN Category Description
a. Account based 

enquiries
•  Account balance, interest rate for deposits/Senior citizen/NRI/FCNR / 

Loan
• Reissuance of cheque book, Cheque status, Cheque stop.
• Statement, Mini Statement
• Request for interest/TDS certificate
• TPIN generation
• SMS alert activation/ de-activation

b. Card related services • Hot listing/Blocking of cards and card reissuance.
• channel enable /disable, card limit set
• Debitcard pin reset

c. ATM / E- Lounge/ Br 
Locator

•  Provides the location of Bank’s ATM/ Branch/E-lobby /SSPBP/Cash 
Recycler

d. Digital channels 
related

•  Bob world blocking, UPI blocking, BOB world internet banking blocking

• Through Agent:

SN Category Description
a. General enquiries on 

products and services 
sold and serviced by 
the bank

• Queries related to Deposits/Advances/RTGS/NEFT/IMPS/ UPI/Bob 
World.

• All Cards & Associate party products i.e. Insurance/Mutual Funds/
Pension scheme.

b. Account based 
enquiries

• Account balance, account status, Rate of interest, Loan instalments/ 
EMI information, Maturity or overdue status of Term Deposits etc.

• Transaction’s detail,
• Cheque status

c. Account based 
requests

• Reissuance of cheque book, statements, Passbook of account.
• Request for loans, interest/TDS certificate

d. Complaints / 
Feedback / 
Suggestions

• On any of Bank’s products from customers / non-customers.

e. Support services on 
Internet /  Mobile 
banking

• Registration process for Net banking, Mobile Banking, account lock 
issues, fund reversal issues etc.
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SN Category Description
f. Card related services • Hot listing of cards and card reissuance.

• Grievances on card transaction (successful / failed)
g. ATM / E- Lounge/ 

Branch Locator
• Provides the location of Bank’s ATM/ E-Lounge / Branch.

h. Marketing • Marketing of banks products and generation of leads for loan/ deposit/ 
Associate party products

List of our Toll free numbers:

General Toll Free Number 1800 258 44 55 / 1800 102 44 55
For PMJDY customers 1800 102 77 88
For NRI customers (for calls made from India)
(for calls made from outside India)

1800 258 44 55
079-49044100

Inbound sales Toll free 1800 258 11 11

	 ü Helping the customers to complete their 
Digital Saving Account Opening journey.

	 ü Helping in out calling customers to provide 
resolution for Non-Financial Login related 
complaints of BOB-World, Baroda Connect 
and UPI.

	 ü Voice Blast (VB)- Validating script and 
providing support to various department for 
their requirement regarding mass reach out 
to customer.

C. Customer satisfaction/ touch point survey and 
analysis of feedback for identification of gaps: 
To assess customer satisfaction levels across 
product/customer segments like- SB, CA, Loan, 
NRI segment bank do customer satisfaction 
survey & to get customer’s perception/ opinion 
shortly after interaction with the Bank’s various 
touch points, viz, Branch, digital channels and 
grievance redressal bank do Customer touch 
point survey. Contact centre team analyzes the 
structured (ratings) and unstructured (verbatim) 
feedback of the customers to identify gaps 
and know the benchmark of our product and 
services against competition. In Customer 
Touch point Survey, sample customer feedback 

B. Out bound operations:  Contact centre plays 
vital role in generation of revenue for the bank 
through its sales channel. Contact Centre runs 
various campaigns as per the requirements of 
business verticals like for Retail-Housing Loan, 
Personal Loan, Auto Loan, LAP etc. calls against 
lead, calls against leads of Digital Lending 
Platform for Housing Loan, Personal Loan, 
MUDRA, MSME loans etc.

 For Dormant Account re-activation the agents 
are calling the existing BOB customers whose 
account has become dormant and educate 
the customer about benefits of the account and 
consequences of dormant account. Similarly 
calling the customers who opened current 
account through MCA Spice+ portal but not 
activated it. The other role of CC is:

	 ü Helping in Lead Generation of Various 
Liability Products and Appointment fixing 
with the branches.

	 ü Helping in Lead Generation of Various 
Loan Products (HL, PL, AL, LAP Etc) and 
appointment fixing with the branches.

	 ü Helping the customer to complete his online 
Loan Journey for Digital Lending Platform 
Leads (PL, HL, MUDRA and MSME Leads etc).
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obtained through telephonic interview by using 
a structured questionnaire on an ongoing basis 
on following services:

 i. Feedback on Branch Interaction.
 ii. Feedback Grievances redressal.
 iii. Feedback on account opening (CA/SB/

Loan).
 iv. Feedback on ATM, Net Banking, M Connect 

channel experience.
D. FRMS Desk: Reviewing of alerts generated 

in SAS Application and calling customer for 
genuineness of transaction and Blocking of ADC 
channels (Debit card, UPI, Mobile Banking and 
Internet Banking) where transaction is assumed 
fraud and confirmed fraud by customer. 
Manage and operate Fraud risk management 
system for alerts of BOB World, Bob World internet 
banking, DC and saved 100+ crore customer 
money against expected fraud.

 Recently CC has added below AI based 
features in CC services:

 I. Mock call (Genie) Tool: It is AI based 
online training and assessment tool (24*7) 
of the new agent’s knowledge/skill for all 
the Banking product and process. Only 
publically available documents supplied 
by bank teams to be uploaded on Genie 
app for mock test practice of the Agents 
24*7. Agents who have internet accessibility 
can get access it from anywhere else 
from training room. Agent reply to dummy 
queries during mock test will be evaluated 
by system through AI and Agent/Bank/
Trainer will get the score and errors detail of 
each mick call at real time. If any Mock test 
is not passed by Agent, Agent can repeat 
the Mock test till passing and after successful 
completion of all he/she will be allowed to 
take calls. Major advantages of this tool are 
Agents can complete trainings during any 
available time & have online assessments for 
review and it will reduce the training time of 
fast learner and will allow fast enhancement 
of agent’s skills.

 II.  Smart Dash Board: It manages various 
processes, operations & performance reports 
for online information to all stake holders, 
allows downloads with filtering options for 
analytics and compares projection and 
performance.

 III. WFM Tool: AI based tool helps in Agent 
forecasting, scheduling, Time tracking, 

Absence management, Overtime 
management, regulatory compliance and 
ensures right number of Agents with right 
skill sets are available for required calls. It will 
manages man power, HR activities, Forecast 
staffing and Increase overall productivity.

 IV. AI driven automated call quality evaluation 
Tool (Aura): In current manual audit system, 
only 2-3% of calls can be audited whereas 
through “Aura tool”, 100% auto quality 
analysis is possible to understand customer 
sentiments. It will improve the customer 
experience and quality of the agents. QA 
reports for various durations and Agent wise, 
TL-wise, Auditor-wise can be obtained. It will 
further reduce man power cost up to 5% 
and will be useful for improvement of Agent 
skills.

 V. Speech Analytics: It analyses recorded 
calls of customer to improve Agent 
communications and future interactions 
with customer. The first benefit of speech 
analytics in contact centres is that it helps 
improve customer satisfaction. Studies have 
shown that when there is more personalized 
experience for customers (like speaking 
on the phone with an agent), their level of 
satisfaction increases. The second benefit is 
that it helps agents perform better in their 
job. When agents could see what words 
they used most often (which would indicate 
what their clients were also interested in), 
they could use those insights for training. 
Trained agents can use these words during 
conversations with other customers, which 
lead to higher conversion rates. With speech 
analytics, CC can improve customer 
experience and drive ROI by enhancing 
service quality. Speech Analytics helps CC 
to save time with things like call routing while 
improving efficiency. It also helps them 
identify the most valuable leads for sales 
by looking at various metrics such as lead 
source, call length and more.

 CC is also under UAT for various AI based 
innovations and some of them are:

 I. Voice Biometric: Going to initiate voice 
authentication with NRI/HNI first and later 
on for all for providing Contact Centre 
services. It analyze person’s voice to verify 
their identity. Customer authentication can 
be performed immediately on the basis 
of their voice to save keying time. Voice 
authentication will save overall call time and 
cost will reduce and enhance the customer 
satisfaction.
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 II. Conversational IVR /AI driven Voice bot:  
To enhance the ease to usage of IVR and 
improve the utilization, where in customer 
need not enter keys & search menu, Bot 
will ask the requirement and directly fulfil 
else will transfer the call to agents. This will 
not only reduce the customer search time 
for selection of menus and cost of call but 
also enhance the customer satisfaction 
and capacity of attending higher volume 
without human intervention.

 III. Web-chat: Bank has Chat-bot service on 
Bank’s corporate website but system can 
give resolutions of few general queries 
(which were feed) and for unresolved 
queries it refers to contact the CC and 
shows our toll free numbers. Now with Web-
chat facility, chat-boat will automatically 
transferred the unresolved chat of the 
customer to the contact centre Agents for 
live assistance through web chatting. It will 
increase customer satisfaction as specific 
queries will also get resolved through web-
chat by human intervention.

 IV. Video Chat: Customer can do Video chat 
with CC Agent for their query resolution. On 
customer request, video chat link and call 
schedule will be sent to customer via SMS 
through which customer can do live video 
chat with CC Agent. It will give major support 
to NRI customer as economically video call 
is very cheaper than ISD call, it will improve 
customer experience due to personalized 
attention, faster resolution & improves the 
Brand Marketing.

 V. AI driven automated E-mail response: 
Standard draft responses to the common 
customer email queries will be prebuilt in 
the system and system will prepare the auto 
replies of customer email and kept in draft. 
Agent will validate the response and send 
to customer e-mails. This will improve the 
accuracy of information by dual checking 
and the resolution TAT will reduce.

 VI. Co-Browsing: Agent can provide online 
support to customers by co-browsing and it 
will Increase customer satisfaction, boost first 
call resolution, reduce average handling 
time, improve CC efficiency.

 VII. Internal Training Tool Deployment (PKT, 
Briefing Highlighter, KMT): In PKT tool, training 
team will upload new circulars, documents. 
It will be compulsory for Agent to read new 
documents on daily first login to CRM.  All 

knowledge based documents, circulars, 
information of various banking products will 
be stored in KMT which will be accessed 
by Agents for providing information to the 
customers while attending calls.

 VIII. Social Media analytics: It monitors the social 
media sites like Facebook Twitter, analyze 
customer needs, issues for early resolutions 
and reputation. It Increase customer 
satisfaction, boost first call resolution, 
reduce average handling time, Improve CC 
efficiency & Brand image of the Bank.

On 17th September, 2022, ED Shri Joydeep Dutta 
Roy felicitated  the department for contribution in 
EASE rating

vvv
Vipin Bhatt 
Assistant General Manager,
Customer Experience 
Baroda Sun Tower, Mumbai
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      , 2022   
         
  ,        . 
         
     .     , 
          
          
        . 
    ,  ,  ,  
    ,  ,  ,   
          .   
     ,  ,  , 
          ;  
       .    
,            
 (double digit)    ,      
          
    .        
            
    ,       
      .     
       -    
   . 
     10  . 
     531   511  .
     26 -  85   .
     145    . 
      5   . 
    1   6  .
     2341   .
    10 , 6   3   

 . 
     2022      4948  

  . 

    108  , 69 , 
157    197   .

-, 2022      
 -   . 
   : 30.09.2022      

 . 92,907  .
        . 64,614  

  . 25,204    .

      . 28,293    .11,409 
   , . 7,276     . 
5,852     .

  , 2022     . 631    
   .

              .
     11%         

    . 
  , 2022           

 .
     20%         

 2023       .    
       23        
 . 

               
 .

            
 . 

          .
              

 .
          .
         .

 
 

                    
.         -        , 2022 
      .                 
   .           -  
  

   
 ,  

- 2022- 20222222



             
   . 

             
  . 

      (113%)  (109%) 
    . 

           
. 
  - 22   ,     

            
  .

           2022   
          
    . 

          
  
 

 ,  ,  
         
         . 
         
         
         

     .      -
            
     .     07.10.2020  
    12 , 16    21   
 .     4   , ,  
    .        
  ;
    , 2022  . 1335.37      

. 1367.47         .
   01.06.22  30.06.22    " 

"            ,  
            
    .

    "  "       
   . 

    , 2022  . 1653.60      
. 1700.46         
. 

    , 2022      . 3177.37  
    . 3261.12     . 

    , 2022     . 313.73   
   . 321.58       
 .

    , 2022     . 132.05   
      . 137.72    
 .

    , 2022      . 58.50 
     . 84.77     
   .

    , 2022     . 67.22   
   . 68.12       .

    , 2022      . 633.47  
   . 678.89       .

    , 2022     . 388.52  
    . 407.12      
  . 

    , 2022   (+)  . 299.59 
     . 300.04      
.  

    , 2022      . 16.52 
     . 16.77     . 

  18.08.22  23.09.22  "    " 
    . 10.0      . 13.06 
     -      
   . 

  15.06.22  30.07.22  " "    
  . 10         . 21.96 
         . 11.96   
   -     . 

 
 ,  ,  
       . 
    . 1502    
 7.9%    . 1490 , 
    . 2434    
 4.00%    2334 , 

   . 5727     6.22%   
 . 5754 ,    . 860    
14.4%    . 893 ,    . 535 
   16.8%    . 569 ,   
. 144    17.1%    . 148   
 . 
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    . 1.83     216.4%    
. 3.96     . 

     14850    9720    
 . 

     . 101.52      . 101.69 
   . 

      2022  , , ,  
, ,  ,        
. 

               
  6,    6     21  
 .  

   2022      , , , 
      . 

  -         
     .      
    8   . 

         . 150   
    2022   . 100  
  .         
    .     
         . 

       90%   . 

   25 , 2022  ,     
         . 

   30 , 2022  ,   () 
           
 .

  
   ,  ,  
 
         
         
         

 .            
           
        .       
       . 

       . :
        (15.19%),   

(11.92%),   (10.49%),   
(12.09%),   (10.17%),  (9.17%), 
  (27.65%),   (7.26%),   
(60.38%),   (9.19%),    
      .

       . 59   6.17%    
     . 135   4.29%   . 
    29.24% .

       . 72      . 69 
   . 

     : 03  306        
            
.

      (    )  
            
5        .

  357   . 57.72     (  
      . 300 ).

     ""       
    12.32%      
 ,           
 .

             ,  
   . 122    . 124    
  . 

  . 6.74        . 9.40   
  .

    2022-23       . 1.30 
      3    . 1.36 
    .

    2022-23        . 0.44 
       7   . 0.50 
    .

     . 200       
   . 154        
   .

          . 

         .

- 2022- 20222424



The ‘Great Place to Work’ 
certification (GPTW) is a 
recognition offered by the 
Great Place to Work Institute to 
organizations around the globe. 
Great Place to Work is the global 
authority on workplace culture. 
Since 1992, they have surveyed 
more than 100 million employees 
worldwide and used those deep 
insights and have defined ‘TRUST’ 

Ms. Swapna Bandopadhaya, General Manager (HRM), Shri Shashi Bhushan 
Kumar, Dy. General Manager (HRM), Shri Prateek Agnihotri, Head – HR 
Operations, receiving the award for Best Employers Among Nation Builders – 
2022 at the award ceremony by Geart Place to Work Institute

BANK OF BARODA IS NOW  
‘GREAT PLACE TO WORK’ CERTIFIED

as the factor that makes a great 
workplace. Their employee 
survey platform empowers 
leaders with the feedback, 
real-time reporting, and insights 
they need to make strategic 
people decisions. The Institute 
serves businesses, non-profits 
and government agencies in 
more than 60 countries and has 
conducted pioneering research 
on the characteristics of great 
workplaces for over three 
decades.

Great Place to Work is a gold 
standard recognition framework 
in assessing, enabling and 
recognizing work place cultures. 
Such recognition enhances the 
brand image of the organizations 
manifold. Few of the reputed 
Indian companies which were 
recognized as a ‘Great Place 
to Work’ include ONGC, NTPC, 
Power Grid, Indian Oil, Infosys, 
Tata Steel, HDFC Bank, India First 
Life Insurance (Bank’s JV), etc.  

We are pleased to share that our 
Bank has been awarded one of 
the most significant certifications 
in the field of Organization culture 
‘Great Place to Work’ for March, 
2022 to March, 2023.  Our Bank 
also stood in top India’s Best 
Employers among Nation Builder 
– 2022 by Great Place to Work. 
The award ceremony was held 
on 14th July, 2022 at Mumbai.  

The selection process is based 
on two parameters. The 
first parameter is Trust Index 
Survey with 75 weightage and 
second parameter is Culture 
Brief & Culture Audit with 25 % 
weightage. The Great Place to 
Work Institute used the Great 
Place to Work Trust IndexSurvey to 
measure the levels of Trust, Pride 
and Camaraderie. During the 
assessment process, a detailed 
culture audit report showcasing 
various HR initiatives, Bank's HR 
policies and practices were 
submitted and was subjected to 
through scrutiny under Cultural 
Audit Index. 

July-September 2022July-September 2022 2525



    10  2022    
    .       
            . 
          
          
 .      2022    
          
  .     ‘   ’  
        
           
   .

          
 ,      ,   
       ,   ,  
(   )      .  
       ,    
    2021 - 22       
          
  .           
          .

           
            
              
   .       
           
            
 .           
    ,       
  .          
  ,         
          
            
 .             
         .

           
       2021 - 22    
            
  .           
       .      
         . 
             
    .

        
    

- 2022- 20222626



  ‘   ’     
           
     .      
           
 (2021-22)     .   

         
      .    
         , 
            
 .

        ,   (   )     , 
 ()  .   ,   ()          -2022 
      .

     2019-20  .. ()              
                     
                    .

    2020-21  .. ()                 
                         
             .

  2022                   
              .

                       
   .
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Customer 
Relationship 
Management

v Grievance Module (LIVE January 2020)

• Single repository of complaints in Bank of Baroda. 
On average 1.20 – 1.30 lakhs complaints are 
raised monthly (FY 22-23)

• Approx. 80% of complaints are lodged remotely 
(CC & Online Web Portal)

• Features: Well defined Complaint Categories, 
Automated Mapping to resolvers, Real time 
Acknowledgement, Stage-wise Communication 
to Complainant

• Functionalities: Interims, Forward, Refer, 
Attachments, Reopen, Append, Escalation & 
Feedback on complaints (Attributes and Rating 
of feedback), Integration with DCRS, Tracking of 
Complaint/ Re-opening of complaints

• Executive Response Desk (ERD) Functionality is 
made live in Siebel CRM. MD Office/ED Office 
can lodge complaint escalated to Senior 
Management through email etc.,

Latest Developments:
• Escalation Matrix for Re-opening of complaints 

has been implemented since 19th April, 2022
• Escalation Matrix for Complaints nearing/

crossing TAT
• Facility to lodge complaints through IB/MB as a 

part of Online Dispute Redressal Mechanism
• Introduction of CX Forum – To analyse 

Grievances trends, Root Cause Analysis, Discuss 
on Action Points to reduce grievances etc. with 
Business Heads as 
key stakeholders.

 Lead Management 
Module (Agri, 
MSME, LCB, Retail 
Liabilities, Pre 
Approved)

  Lead Management 
Module Journey:

 • Sharing Tracker 
Id through SMS

Working on betterment of resolution mechanism
Identify customer key pain points & irritants
Redesign process
Identify Root Cause of grievances

Redesign Experience

Training, Support & Reviews   Quality Analysis
Sharing QA Outcome     Quarterly Meetings with ZOs/ROs
Sensitisation programmes with Regions/Zones
Webinars on CRM related Topics

Customer First Culture

Assessment of Service Standards at branches
Onsite Mystery Shopping Exercise
Offline Service Audit
Compliance of Branch level disclosure Norms

CX Governance

Strategic - Annual CSAT
Tactical -  Branch Interaction    Digital Channel Interaction
   CASA Account Opening   Loan Account Opening

Customer Satisfaction 
Survey

Grievance Module  Lead Management Module
Service Module   Marketing ModuleSiebel CRM

Various activities under Customer Relationship Management are as under:

Agri
SMS/Missed 

Call/Website/
IBMB/BC/Baroda 

Kisan App/
Chatbot

LCB
Website

Retail Assets
SMS/Missed Call/ 
BC/ACOE (PA)

Pre-Approved
(ACOE)

Retail Liabilities
Website

MSME
SMS/Missed Call/ 
BC/Website/ IB

Siebel CRM Lead 
Management 

Module
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 • Calling through CC for conversion & 
Appointment Scheduling with Branch

 • Email sent to Branch intimating Date & Time 
of Appointment Scheduled

 • Real time Status updation in CRM
 • Escalation Mechanism for monitoring 

beyond TAT outstanding leads
 • Daily Dash Board sent to BU through auto 

e-mail for monitoring & follow-up
 • Provision to submit to LLPS for processing 

eligible schemes/leads
 • Pre-approved loan leads through ACOE
 • Tracking of Lead status (MSME & Agri) 

Through Website & BC – Live
 • Circulars issued by respective Business 

Verticals
 • Webinar conducted 3 times for awareness 

among field functionaries
 Efforts to improve pursuing ratio at field level:
 • ZBDM and RBDM are being entrusted the job 

of following-up with Branches for conversion 
of Retail Assets, MSME, Pre-approved and 
Retail Liabilities Leads and Priority Sector/
FI Dept. in-charge for Agri Leads. The 
performance of these teams would be 
reviewed at regular intervals for maximum 
conversion of leads.

 • Training Program with Live Demo of Siebel 
CRM through Microsoft Teams is being 
arranged for Credit Incharge, BDM of all 
Zones/Regions and also few identified 
branches.

 Service Module in Siebel CRM
• Provides 360 degree view of customers to the 

user to provide uniform service experience to 
customer

 Key functionalities:
• Customer Level Information - Name, Date of 

birth, gender, email id, address, KYC details
• Account Level Information - General Information- 

Status of account, Mode of operation, Nominee 
detail, Joint holder detail etc.,

• Balance Information - Opening balance, 
Available/Effective/Closing balance

• Loan Accounts Details- Product Description, 
sanction amount, disbursement amount

• Government account details - SSY, Pension 
Account, PPF, Sr. Citizen, Sukanya

 Samridhi, NPS, APY, Govt., Insurance Schemes, 
Sovereign Gold Bonds etc.

• A/c Statement- Mini Statement, detailed 
Transaction History

Customer Satisfaction Survey - Capture Voice of 
Customer
To understand the customers’ expectations, 
requirements, we shall listen to the Voice of 
Customers, capture their perception, analyse the 
feedback. Based on the input, we shall work in the 
areas requiring improvement.
We, at Bank of Baroda, embraced Customer 
Satisfaction Surveys in various customer touch 
points to determine what exactly influences the 
satisfaction—or lack of it—among our customers. Our 
Bank established Multi Model Survey mechanism to 
listen to the voice of customers. We approach them 
seeking feedback to capture through deferent 
means - Telephonic interactions, Digital interface.
Basically Survey is categorised into two types:
Strategic:
Annual Customer Satisfaction Survey: Conducted 
through Market Research Agency Conducted 
in 2017 and 2021. This survey largely covers the 
product features, processes, systems & procedures 
etc. of the bank.
Objective of this survey:
• Assess current satisfaction levels amongst 

customers with regard to Bank of Baroda
• Assess and measure the needs, requirements 

and expectations that customers have from 
Bank of Baroda

• Determine strength of relationship for customers
• Provide strategic direction for improvement 

in critical areas and identify leverageable 
opportunities

• Capturing perception of BOB Customers on 
peer banks for benchmarking

Target Clients: 
Customers having association with Bank of 
Baroda through CASA, Retail Loans (Auto/Home/
Mortgage), Agriculture Loan, MSME & Traders, 
Corporate Clients, NRIs and WMS Investment.
Net Promoter Score (NPS)*: 2017 - 49%; 2021 - 58%
* Net Promoter Score is arrived by reducing 
“Detractors” (who assign rating 0 to 6) from 
“Promoters” (who assign rating of 9 & 10).
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Tactical:
Channel 
Interaction – 
Transaction based:

Branch, ATM, Internet 
banking, Mobile banking

Channel 
Interaction – 
Process based:

CASA Account opening 
& Loan account opening, 
Grievance redressal

Mode of Survey : Digital & Telephonic
Scale : Scale of 1 to 5 (Rating 1 – 

Poor, 2 – Fair 3 – Good, 4 – 
Very Good, 5 – Excellent)

Name of the Survey Purpose Areas covered Capturing Mode

Branch Interaction 
Survey (Monthly)

Customer 
Satisfaction on 
Branch Service

• Branch Ambience
• Transaction time taken
• Staff behaviour
• Overall Experience

• SMS
• Telephonic

Loan Account 
Opening (Monthly)

Customer 
Satisfaction on 
Loan sanction 
process

• Staff Behaviour & Knowledge
• Proactiveness of Branch
• Query Raising & Effective resolution
• Documentation process

• Telephonic

Grievance Redressal 
(Monthly)

Customers 
perception on 
their Grievance 
redressal

• Quality of resolution
• Resolution Process
• Time taken to resolve
• Staff behaviour and politeness

• Pop-Up

CASA Account 
Opening (Quarterly)

Customer 
Satisfaction on 
CASA Opening 
process

• Staff Behaviour & Knowledge
• Query Raising & Effective resolution
• Receipt of deliverables
• No. of visits to Branch

• Telephonic

Digital Channel 
Interaction 
(Quarterly)

ATM Interaction
• Ease of doing transaction
• Connectivity & Security measures
• Transaction availability

• Telephonic

Internet 
Banking 
Interaction

• Security measures & Services
• Ease of Application Usage
• Ease of Performance

• Pop-Up
• Telephonic

Mobile Banking 
Interaction

• Security measures & Services
• Ease of Application Usage
• Ease of Performance

• Pop-up
• Telephonic

CSAT Score Trends (Quarter-wise):

These surveys commenced from Jan 2021 and 
implemented in phases.
Post Survey Activities:
• After completion of survey we collect the data 

from various sources for each survey.
• The data is analysed with deep dive to 

understand the customers’ requirement and 
identify areas of improvement

• Executive Summary of each Survey is shared with 
all stake holders including Senior Management 
on Monthly/Quarterly basis

• Discuss with each Zone and Region during 
Quarterly meetings

Way Forward:
• Re-designing the Survey Methodology matching 

with EASE 5.0 norms
• To capture and compute Net Promoters Score 

(NPS)

• Telephonic Survey - Conducted by calling the 
target customers through Contact Centre 
agents. The interaction is recorded end to end.

• Pop-up Survey – Captured through a Pop-
up page, post interaction with the channel, 
requesting the customers to give rating on 
attributes

Customer Satisfaction Score (CSAT Score)
Customer Satisfaction Score (CSAT score) is a 
customer experience metric that measures how 
satisfied is the customer with overall experience.
CSAT Score is identified as one of the metrics under 
EASE 5.0 guidelines launched by Govt. of India. As 
per EASE 5.0 metrics, CSAT Score is computed as 
below:
CSAT Score = 
Total sum of CSAT score received from survey_________________________________________________
Total number of CSAT survey response received 
from customers
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• To capture and compute Customer Efforts Score 
(CES)

• To incorporate Feedback capturing facility in 
other feasible STPs in the Bank

 Customer Experience Governance
 Assessment of Service Standards at branches
 To assess Service Levels at Branches, promote 

fair banking practices, increase transparency, 
achieve higher operating standards, check 
adherence to EASE norms and compliance 
codes across all parameters viz. Information 
dissemination, Transparency, Customer 
Centricity, Grievance redressal

 Methodology:
 • Onsite: Visit of Branches by CX Dept. Staff as 

a dummy customer
 • Offsite: Teams Meeting with Video calling to 

assess compliance of disclosure norms
 Focus Area:
 • Ambience: Cleanliness of Branch & ATM, 

amenities for customers, sufficient seating 
and lighting arrangements

 • EASE of conducting transactions: Timely 
and Un-interrupted service, Time taken for 
transaction completion etc.

 • Staff Attitude: Courtesy and Proactiveness 
by bank staff in transaction completion, 
promoting new products

 • Compliances: Priority services for Sr. citizen & 
differently abled customers, Ramp access/
lifts, Monthly customer committee meeting, 
Comprehensive Notice Boards, Display of 
BO & Controlling Office information etc.

 • Spot rectification: As far as possible 
discrepancies are rectified on the spot.

 Post Audit:
 Reporting: After completion of audit detailed 

report on all deficiencies is sent to respective 
Region/Zone.

 Rectification: Rectification Certificate is 
obtained from the respective Region

 Monitoring: After 3 – 6 months, transition of 
the branch is assessed in terms of Customer 
Satisfaction Score and No. of complaints. (3 
months Prior Vs Post Audit). Zones are sensitized 
in respect of branches with no improvement.

 Number of branches audited
	  FY21-22: Offline Mode- 738 Branches (By CX 

Team and RO/ZO Team)
	  FY22-23: Offline Mode- 212 Branches; Online 

Mode- 928 Branches (till Aug’22)
 Customer First Culture
 Quality Analysis of Grievance Resolutions ADC 

& Non-ADC – On going
 • 100% of Non-ADC and 10% on ADC 

complaints, 100% Reopened complaints on 
daily basis

 • Post QA:   Sharing of QA Summary to 
Resolvers along with suggestive actions

 (i) Dept. & Regional Resolver – Daily
 (ii) Deputy Head & RMs – Fortnightly
 (iii) Dept. Head & Zonal Managers - Monthly
 Training, Support, Reviews:
 • Quarterly Review Meetings with Dy. Zonal 

Heads of 18 Zones along with 148 Regional 
Managers on CX Agenda. Conducted in 4 
quarters for FY 21 – 22.

 • Regular interaction with Regions & Dept. on 
nature of grievances

 • Sensitisation programmes for Regional 
Resolvers in proper resolution of grievances

 • Workshop on Reopened complaints with 
Regional & Zonal resolvers

 • Webinars & Training on CRM Modules
 • Quiz programme through Baroda Academy 

on CX topics (CC/CX/CRM)
 • Whatsapp group along with CX Team all 18 

Zonal and 148 Regional resolvers to have 
knowledge sharing and extending support 
on grievance resolution

 • Dedicated e-mail ‘Support CRM’ is created 
for escalating issues pertaining to siebel 
CRM

 Redesign Experience:
	 v Continuous tracking of customer irritants
  • Identify Root Cause for grievances in 

processes, systems & procedures.
  • Understand the issues faced by field 

functionaries in resolving the customer 
grievances.

  • Take up with respective business vertical 
for solution

 v Re engineer processes end to end – TOP 
customer impacting processes

  • Rationalisation of existing processes, 
systems & procedures creating 
hindrance in  customer service

  • Working on betterment of resolution 
mechanism

 v Simplify and design straight through 
processes

  • Implementation of Straight Through 
Process

  • Exploring Automation in delivering 
service to customers

vvv

Jagannatha Sarma
Assistant General Manager
Customer Experience Dept.,
Baroda Sun Tower, Mumbai
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 / Foundation Day

 , 

            
 .          , 
    ,      
  .

 , 

           
        .   
      ,       
      .

 , 

           
   .         
,        .

 , 

         ,  
,         
          
()         .   
      ,       
      .

 , 

             
.        ,   
     . ,  -II

  115        , 
         . 
       ,    
  ,       
 .

- 2022- 20223232



 / Foundation Day

 , 

          
            
           
.         ,   
         .

 , 

           
         . 
        ,   
     .

 ,  

             
  .         
,           
 .

 , 

           
   .          
,       ,    
    .

 ,  

           
   .       ... 
,        . 

 ,  

            
  .       .. , 
       .
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 / Foundation Day

 , 

             
          
  .       ,  
      .

 ,  

          ,   
        .   
     ,      
       .

 , 

              
.        ,     
 . .        .  

 ,   2

         2   
       .    
    ,      
  .

 ,  

        ,   
          
           
.         ,    
  ,       
 .

Regional Office, Hubli

On the occasion of Foundation Day Hubli Region 
donated Sewing Machines & Tarpaulin Mat to Girls 
Rehabilitation Centre, Navanagar, Hubli. Regional 
Head Shri Mathi Chakravarthi, other dignitaries and 
Staff Members were present on the occasion.

- 2022- 20223434



 / Foundation Day

 ,   

          , : 
            
   ,       
.        ,   
   ,       
 . 

 , 

           
  .         , 
       . 

 , 

           ,  
,          
  .        , 
          . 

 ,   

            
  .         
,      ,     
    . 

 ,  

        ,  , 
        .   
     ,       ,  
      . 

Regional Office, Trivandrum

On the occasion of Bank’s Foundation Day 
Trivandrum Region handed over Computers, Public 
address System and smart TV to Govt Fisheries VHSS, 
Valiyathura as part of a CSR initiative.  Regional 
Head Shri J Padmakumar, Deputy Regional Head 
Shri Anandha Kumar Jha and Chief Manager (HR) 
Shri Jithin Kumar and other Staff Members were 
present on the occasion.
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 / Foundation Day

 , 

            
 .        ,   
    ,   ()   
,   ()   ,     
        .

 , 

         , 
      .     
     ,  ,   
  .  

 ,   

            
  .           
             
 .

 ,  -3 

      -3  ,  
 -   ,       
 -        .  
      ,    
    .

 ,  

  115          
            
.        ,    
        .  

 ,   

           
   .        
,           
 .

- 2022- 20223636



 / Foundation Day

 ,  

            
    ,        
      .     
    ,      ,  
    ,     (, 
) .  ,      
  . 

 , 

           
  .          
,        .  

 , 

          
       ,  , 
     ,    
‘’     .      
  . ,    . . .   
    .

 , 

        ,   
      .     
    ,      
  .

 ,  

             
           
    .       
    ,       
  .

 ,  -2 

      -2     
 ,       .  
       ,     
,           
  .

July-September 2022July-September 2022 3737



           
, 2022         
         . 
         
     .       
         
     ,      
       -  
        
.        - 
.   

       
      
     
      

          , 
-,           
           . 
         .    .
  07 , 423   620     
9   1          .  
    , , ,  , 
, , , ,      
   .   ,        
             
            
              
       . :     
              
   .         
             . 
      -     
       .
             

  7 , 2   , 6 
   1  .
  30 , 2022      

   111     
 .

     ,   7 
  .

  30 , 2022      
      4076 .

      0.95%  41.78%   .
, 2022       -
   :-
  , 22     ,  (  

), ,        
 .

     , 22   ,  ,  , 
 ,         .

      , 22   . 85   
   . 88.36  (103.95%  )  
.

       (01.07.2022  
30.09.2022)   637      
     -I     .

             31% 
    2150      -  
    .

       0.95%      40.84% 
(, 2021)    41.78% (, 2022)  
.

          (- 
92.093%)    .     
 131       93 .

         -- . 530  
(18.12%)           

  
 

                    
.         -        , 
2022       .              
      .           -  
  

  
 ,  

   

- 2022- 20223838



--  . 1753  (11.38%)   . 
283  (1.68%)  .

        -- . 494   
 (2.04%)  .

      . 630.47     
    97%   .

       -- . 3154  (22.82%) 
 .     -- . 1594  
(29.59%),  &     . 350 
 (24.83%), ...  -- . 826 
 (19.05%)  

       
         (04.07.2022-

30.09.2022)         
  . 425    . 500.78    
 .

        -3 (: 30.09.2022 
 4542 )     .

       30.09.2022  98% 
     , 23   91000   
82987   .

        , 2022   
      .

        , 2022   
      .

     -IV      5 
  -      

          ‘’   
    .

   -        
  

 ,  ,  
    ‘’     
        .   
           
        
   .       

      -    
.         ,    , 
        .   
          .    
  -          
             .

       :-
       . 2110      , 

2022  . 2256     .
       . 1034       

, 22    . 88.50   .
       , 22      .
         ,  ,  , 

      , 22     
 .

    , 22     . 64    
  .

       , 23        
.

              
  .

  IFLI YTD           .
              

.
      ,      

    .
         12   .

 ,  ,   
-2
  -2      
          
 .       
         

            
        .    
             
   -    .    
     .        
         .    -2  
    :-
       6.4%       

. 8558       .
     -- 9.2%       

. 2902     .
       , 22      14%  

   . 2186   .
       22    . 4     

  . 28   .
      . 14.90       

2022     .
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  : 15.09.2022       
 -2    13  .

  -          , 22  
 7571   .

               
     .        
    - .

 ,  ,   

         
      - 
  .       
         

, 2022      .     
          11       
  .           
 .         ,    
     .         -

      
    
   
    

  :-
    , 2022   ,  ,  , 

 ,          
.

    , 2022        
 11    .

  , 2022        . 3334 

 .
       19%     14%    

 15%  --    .
  , 2022    27536      

1381    . , 2022    
   3.77    3.90      
        3.32    3.38 
  .

  : 30.09.2022     2312.00  
 ,  201   (9.07%)  -- 
   .    , 2022     
. 25.      .

       30.09.2022  . 213   
  ,  6%  YOY   4%  YTD 
    .

   2022        . 21.79  . 
    30.09.2022    . 
78.95        . 9.19  
   88.71   .     
  , 2022      .

  LABOD        30.09.2022  
1301.69      ,  10.53%  
YTD   24%  YOY     .

      (LABOD  )  . 6   
    .

     ,       , 
2022       .

  , 2022       93.02% ,  
 2022    90.13%   .


         ,    

13 , 2022         
  ,        . 
           . 
     .  ,   ,  
  , .  ,    , 
 ,    ,      
   ,         ,  
,    (   )   , 
  (   )     
     .

- 2022- 20224040



                      .   
      - , 2022           ,   
               .         
         . -  

, 2022             ,       :
 

   
 
  

   
  
 

 .  
  
 

 
    
 
 

   
  
 

   
  
 

  
    
  
  

    
  
 

   
  
 

, 2022             ,       :
 

    
  
 

    
  
 

    
  
 

 
   
  
 

   
  
 

   
  
 

  
   
  
 

    
  
 

    
  
 

, 2022             ,       :
 

    
  
 

   
  
 

    
  
 

 
    
  
  

   
  
 

   
  
  

  
    
  
 

   
  
 

     
  
 


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plenty of fluids, water, coconut 
water, etc.

Exercises: You can try 
cardiovascular, aerobic, and 
stretching exercises regularly with 
many options from brisk walking, 
yoga, jogging, running, cycling, 
gym or to indulge in any indoor, 
outdoor physical sports activity. 
Practice healthy habits on a 
daily basis to attain physical and 
mental health. Roam around the 
world, keeps our mind and body 
refreshing. Take target of min 
30 minutes daily morning walks.  
Sundays and holidays are not 
for rest. Treat it as overtime for a 
workout or walk a bit more than 
your usual walks for sunshine. 
Stretching exercise will help you 
relieve your office tensions.

Food habit: With a variety of 
nutritious food, we can change 
our habits for better health. Have 
a diet of lean protein, vegetables, 
fruits, and whole grains. One can 
try boiled, baked, or roasted 
food. Take food in its basic or 
natural forms. Intake balanced 
nutrition for contribution to good 
health. One can avoid packed 
food or juices which contain 

Fit @ 40
I see, even so many young 
generations are not in their 
perfect body shape. Today’s 
stressed lifestyle has created a lot 
of diseases. Either you owe them 
or you inherit it.  If you’re in a 10 
to 5 office job or in a sitting job 
and you have a long travel time 
especially in Metro Culture, in all 
cases you are prone to lifestyle 
gifts. When any new staff is joining 
the bank, they all look thin and 
slim but within a few years’ time 
span they gain weight and their 
width grows disproportionate to 
their height.

How it affects: Rat race of 
becoming ahead of others 
is giving us unwanted stress. 
Physical inactiveness gives hearts 
problems. Not being social makes 
us emotionally and mentally 
weak.

Be active: Don’t be a couch 
potato. Sitting down in one place 
for hours is dangerous for your 
heart. Try to take a water break 
for a minute to get up and take 
some steps or stretch your body 
after every 30-40 minutes. Be 
active. Staying active means 
staying energetic. It lowers 
the chances of getting a life-
threatening disease. Take stairs, 
whenever possible. Get off the 
bus a stop earlier for a compulsory 
walk. Make your new healthy 
habit a priority.

Hydrate yourself: We bankers are 
mostly used to Air Conditioned 
environment, which limits our 
water intake. Water is absolutely 
essential for a healthy life. 
Challenge yourself to finish more 
than one and a half litre water 
before leaving the office. Drink 

Looking back to our 
forefathers, their ideology 
was “Simple living, high 
thinking”. They all were 
slim, fit, living a stress free 
life, free from diseases, 
doing more physical 
work, or facing more 
physical hardship than 
us. On the contrary, we 
are leading a much 
more comfortable 
modern life. Living in AC, 
adulterated food, artificial 
life are prone to lifestyle 
disorders.
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preservatives. Eat a variety of 
seasonal fruits, vegetables, nuts, 
grains, and whole grains. Replace 
saturated with unsaturated fat. 
Reduce your salt and sugar 
intake. Eat at your fixed regular 
time.

Normally, our body needs some 
bites after 3-4 hours, instead of 
tempting for unhealthy food, you 
can keep some healthy snacks in 
your bag for pre-lunch or evening 
bite when you have an urge 
for hunger. Try to have plant-
based food, avoid filling factories 
manufactured food or junk.

Medical Check-ups: Bankers are 
experts in getting early warning 
signals of Potential NPA Accounts. 
By regular check-up of your body, 
if you get some EWS you can 
take some Prompt Corrective 
Action (PCA). Avail the benefit of 
Bank’s Health checkup facility to 
get your health check-up along 
with your spouse. Personally, 
I would suggest, employees 
above 50 should go for a half-
yearly Medical check-up. Living 
a healthy lifestyle can help in 
preventing chronic disease and 
long-term illness. Being healthy 
should be part of your overall 
lifestyle.

Spirituality: God has sent us on this 
earth on a tourist visa, so enjoy 
the fruits of nature.  But sometimes 
it seems we are here on a work 
permit and work for the health 
of the economy, compromising 
our health. It is the right time to 
let consciousness guide our lives. 
Go for a nature walk, visit a hill 
station, sea beaches or jungles. 
Inhale fresh air. Avail the facility 
of holiday homes. It keeps you 
refreshed. Playing an instrument, 
solving a puzzle, Sudoku, carom 
with your kids or friends, favourite 
novel reading, etc. are the 

stress busters. These provide 
necessary exercise to improve 
mental and physical health. 
Social connectedness with 
friends or loved ones is a great 
way to help improve mental and 
physical health at large. Breathe 
deeply, live moderately, cultivate 
cheerfulness in life and maintain 
interest in life. Live a purposeful 
life and enjoy whatever we have.

Avoid: Reduce your nicotine 
and alcohol intake. Reduce 
sitting and screen time. Develop 

a good immune system. Consult 
your physician wherever needed.

Control weight: Usually, Banks are 
in a market area, staff celebrates 
their birthdays, anniversaries, or 
other functions with a lot of fried 
foods. Reduce your cholesterol, 
gradually you can think of shifting 
your food habits from oily to non-
oily food. Limit unhealthy food. 
It will reduce your tummy size. 

Keep a watch on your weight. 
We got these lifestyle gifts by 
way of adulterated food, junk 
food, or food that has chemicals. 
These not only increas the weight 
but expose us to a poor lifestyle. 
Challenge your mind to change 
bad habits. Maintain body mass 
index (BMI).

We all know how to be healthy 
by receiving free advices or 
daily doses of WA messages. We 
just need to implement them 
or anyone's good viable idea 
until it makes a habit. Time and 
Health are two precious assets 
of life that we don’t recognize 
and appreciate until they have 
deteriorated. The best investment 
option is to invest in Health.

There are various benefits of living 
a healthy lifestyle. Exercise can lift 
your mood which makes you feel 
better not only at the workplace 
but also gives freshness full day. 
It lowers the risk of developing 
many lifestyle diseases viz. 
cancer, heart disease, diabetes, 
obesity, osteoporosis, etc. You 
feel like taking control of your life. 
If you are already healthy, ensure 
to maintain that and there is 
always scope for improvement. 
You will be grateful later in life for 
practicing a healthy lifestyle.

Though the Covid is over, still follow 
the Covid appropriate behaviour. 
Wash your hands regularly, don’t 
touch any surface unnecessarily, 
and maintain physical distance.  
Maintain good oral hygiene. Take 
steam and gargle occasionally 
even if you have no symptoms.

Healthy Mind, Healthy Body and 
Healthy Life.

vvv

Yogendra Saini
Asst. General Manager
Retail Loan Dept.,  
BCC, Mumbai
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Highlight of Bengaluru Rural Region
Bengaluru Rural Region is headed by Shri 
R Murali Krishna AGM. Since his takeover 
Region has done exceedingly well in all 
business parameters. Bengaluru Rural 
Region has crossed the landmark of 
over Rs. 5000 crores in total business and 
surpassed the Sep, 2022 target by Rs. 
315 crores out of which total deposits 
target surpassed by Rs. 214 crores and 
total advances target surpassed by  
Rs. 74 crores. In Sep, 2022 under GEMS 
ranking our region stood at 1st position 
PAN India level. This is the first time since 
the region has been formed. 

Since the starting of this FY 2022-2023, 
we have motivated each and every 
employee to achieve the Region's 
target. Under his captaincy, our Region 
has achieved Sep, 2022 quarter targets 
in recovery with an upgradation of  
Rs 16.75 crores. Not only recovery target, 
Region has achieved overall Sep, 2022 
targets in all core business parameters.

Highlights of Business performance in 
major parameters during Q2 FY2022-23 
are as below:

ü During September 22 Quarter Region has 
achieved has Total Bussiness of Rs 5311.95 Cr 
in which CASA Rs1518.44 Cr and Total Deposits  
Rs 2773.53 and Total Advances is Rs 2538.53Cr.

ü  The Region has achieved a Total business mark 
of Rs.5312 crores registering a growth of 15.67% 
over March 22.

Champion Region
Bengaluru Rural Region

Our Bank is setting new milestones of success and behind this lies the untiring efforts 
of our Barodian Colleagues. With a view to showcase their efforts we have started 
giving space to extraordinary performance of the Zones/ Regions adjudged as 
the best amongst all, based on Baroda Sparsh Score. Accordingly, this space of 
our Journal has been earned by Bengaluru Rural Region which has secured first 
Position in September, 2022. On behalf of Team Bobmaitri, we congratulate the 
entire Team of Bengaluru Rural Region for this achievement. Now let’s learn the 
Success Mantras from the leaders of the Region -Executive Editor

Shri R Murali Krishna
Regional Head, 

Bengaluru Rural Region

Shri S C Prabhu
Deputy Regional 

Manager, Bengaluru 
Rural Region

ü  Region has surpassed its Demand 
Deposits target by Rs. 47 crores and 
registered a growth 36.03% over 
March 22.

ü  Region has surpassed total advances 
target by Rs. 84 Crores and registered 
a growth 16.07% over March 22.

ü  Region has surpassed its Retail loan 
target for Sep, 2022 quarter by  
Rs. 63 cr. In Housing Loan Region has 
registered a growth of Rs. 21.13% 
over March 22 and in Auto Loan 
growth of 27.80% over Mar-22.

ü  In personal loan Region has 
registered a growth of 58.48% 
which is the highest growth in all the 
parameters.

ü  Region’s Agri loan portfolio has 
surpassed the target by Rs. 3 crores 
with a growth rate at 10.23% over 
Mar’22 level. In SHG our Region has 
registered a growth of 43.99% over 
Mar-22.

ü  Region has done reasonibly well in 
bob world activations and digital 
transactions.

ü  Region has done exceedingly well 
in NPA management during the 
quarter, with a cumulative recovery 
& upgradation of Rs. 16.75 crores.

ü  Region has achieved CASA enabler’s targets in 
CASA KI BARSAT campaign and was awarded 
continuously 6 times as a BIMA Region and 2 
times as BIMA SEHANSHA.

ü  Region has achieved 184% in Baroda tiranga 
deposit which has ended in Sept-22.
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Amount in Crores (Rs.)
Parameter Mar’22 As on 30.09.2022 Growth Growth % Sep22 Target Gap
Demand 173 236 62 36.03% 189 47
Saving 1266 1283 16 1.28% 1343 -60
CASA 1440 1518 79 5.46% 1531 -13
Term Deposit 966 1255 289 29.98% 1001 254
RTD 928 964 36 3.83% 963 0.5
Total Deposit 2405 2774 368 15.30% 2532 241
Total Advances 2187 2538 351 16.07% 2454 84
 - Retail 749 932 183 24.46% 869 63
 - Agri 1147 1265 117 10.23% 1262 3
 - MSME 221 266 45 20.20% 253 12
Total Business 4592 5312 720 15.67% 4987 325

Madhugiri Branch (VJMAGI):

Madhugiri Branch headed by Shri R Kiran Kumar 
and is ably supported by 1 officer, 4 clerks and 1 
Sub Staff. Branch has achieved the targets in core 
business parameters. Branch is doing tremendously 
well in Retail Loan portfolio and surpassed the retail 
loan target by Rs. 2.80 crores and growth over  
Mar-22 by Rs. 4.65 crores.

Top Performing Branches of the Region

Narsapura, Branch

Narsapura Branch is headed by Shri Vijay Kumar 
Reddy and is ably is supported by 1 officer and 2 
clerks. Branch has achieved Sep, 2022 targets in 
maximum parameters under rural category. This is 
the only branch in our region which has generated 
highest number of durable housing loan leads. As 
on Sep, 2022 Branch has touched the Rs. 54 Crore 
mark in total business and surpassed the Sep, 2022 
target by Rs. 9.88 crore.

Sarjapur Branch

Sarjapura Branch is headed by Ms. Satpathy Anima 
and is ably supported by 3 officers and 3 clerks. 
Branch is showing tremendous growth in % of digital 
transactions and WMS business also. Branch has 
crossed total business of Rs. 200 crore milestone and 
surpassed the Sep, 2022 target by Rs. 9.05 crore.
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Special Mortgage Store:
SMS cell headed by Shri Rethesh Shetty is ably 
supported by 6 officers. Since his take over our 
Region is doing exceedingly well in Retail portfolio 
and mainly in Housing loan, Mortgage loan and 
Education loan and our Region's Housing Loan 
portfolio has crossed a milestone of Rs. 500 crores 
and surpassed Sep, 2022 target by Rs. 31.12 crores 
under education loan region has surpassed the 
target by 1.31 Crores.

Departments which have made outstanding 
contribhutions to Business Development
Credit Department:
Credit Department headed by Mrs. Vineetha 
Varma, CM is ably supported by 6 officers and 
1 clerk including Priority Sector and SME cell. PS 
department is headed by Shri Amit Kumar and one 
officer. Region has surpassed the targets in Agri 
advances by 3 crores with growth of Rs. 117 crores. 
Region is doing well in Gold loan, SHG and tractor 
loan. In MSME, Region has surpassed Sep, 2022 
target by Rs. 12.15 crores and with a growth of Rs. 45 
crores. In total Retail Advances there is no Negative 
Branch in our region Since Aug-22.

Planning, RBDM and WMS Department:
All the 3 departments 
headed by Shri Aritra 
Bhattacharge and 
is ably supported by 
Shri P Anil Kumar. Our 
Region has achieved 
the targets in CASA 
ki Barsat campaign. 

And region has surpassed the Sep, 2022 targets in 
Current Deposits by Rs. 47 crores with a growth of  
Rs. 62 crores and Retail term deposit by 0.36 Crores 
with a growth of Rs. 36 crores. 25 Branches have 
achieved Sep, 2022 targets in CASA deposits.
Details of other awards and Accolades received by 
the Region:
1.  Region has achieved foundation Feat: SIP MD 

Cup July, 2022
2. Region has been awarded for containing 

slippage & SMA Level and Improving Collection 
Efficiency during Sep, 22 Quarter.

3. Region has been awarded for “Amruth 
Mahotasav Saptah” in Mission Tijory in which 
Target was given 75 lockers and Region has 
allotted 117 lockers.

Fraud Risk Management Department  
organizes “Ideation” Session 

On 03rd August, 2022 Fraud Risk Management 
Department, BCC organized a brainstorming 
“Ideation” Session to entertain ideas for building a 
robust Fraud Risk Management culture in the Bank. 
Our Executive Director Shri Joydeep Dutta Roy, 
other dignitaries were present on the occasion.  

RRB Cell, Head Office, Baroda organises 
cybersecurity awareness Programme

RRB cell, Head office, Baroda organised a one day 
workshop for all the IT staff of RRBs during Cyber 
awareness week. Workshop was inaugurated by 
Shri Sanjay Grover, CGM (RRBs, RSETI &FI).  

News
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Research has shown that 86% 
customers are willing to pay more 
for great service! What’s more, 
they are willing to talk about the 
service received to their friends 
and family. No wonder service 
has become the cornerstone 
of almost every organization 
globally with gathering customer 
feedback, distilling the information 
thus gathered and driving change 
throughout the organization basis 
the analysis of the information 
has become an integral part of 
organizational success.
At IndiaFirst, we are guided by our philosophy of 
#CustomerFirst. We established the twin objectives 
of further embedding customer-centricity in the 
organization while also drawing granular insights 
from customer feedback and utilizing them in 
everyday decision-making. It involved building 
strong operational systems & processes, proactive 
quality checks and very importantly setting up of a 
customer feedback initiative from ground up while 
simultaneously capturing and acting upon non-
formal feedback received through several internal 
fora including our sales teams. The birth of our Voice 
of Customer (VOC) program was organic and gave 
us impetus to drive our Customer Experience (CX) 
to newer heights. Our VOC program, aimed at 
impacting not only customers and employees, but 
also the organization’s culture, is a stand-out in many 
ways. At each stage of the program, insights and 
diverse outcome generation were focused upon 
for every sphere of our business. We have gone over 
and beyond to find intuitive and innovative ways to 
use our VOC program in order to achieve our goals.
The most important pillar of our VOC program was 
envisioning, planning and then executing our Net 
Promoter Score (NPS) initiative. NPS helps us measure 
our CX and predict business outcomes after every 
customer interaction. At the outset of the initiative, 
we rolled out a bi-directional IT platform that helps 
us administer the survey to our customers through 
multiple media and then capture the customer 
feedback. The feedback is visible to internal 
customers through rich dashboards, reports and 
campaigns. The next stage of the initiative entails 

close looping with our customers 
where we further augment the 
information gathered and gain 
rich insights on the initial feedback 
received. There is a clear line of 
ownership of tactical decision-
making by process/business 
teams via huddles, reviews, 
competitions, etc., which helps 
drive the improvements that our 
customers desire. The ownership 
of strategic decision-making at 
the Organization level lies with 
the NPS Council, which consists of 
the C-Suite and Senior Leadership 

Teams. They meet monthly and provide guidance, 
direction, and approvals.
The natural evolution of our NPS initiative steers 
us towards measurements of CX Economics 
(establishing the ROI), and a dramatic cultural 
change (through the incorporation of other high-
impact, employee facing programs).
Today, the VOC program for IndiaFirst Life is 
comprehensive & agile, has both width and 
depth, and is driven from the top. The feedback 
gathered from this program has already been 
effectively utilized to drive several large, mid-sized 
and small improvements including an enterprise 
wide audit of every customer communication, 
website enhancements, automation leading to 
instant fulfilment of customer requests, enhancing 
the customer journeys in New Business, Persistency, 
training and coaching of employees and several 
others. This has resulted in unprecedented outcomes 
for the year; a 40-point increase in Net Promoter 
Scores, generation of new business, reduced cost 
of servicing, and an organization-wide alignment to 
customer-centric outcomes. 
As we continue to drive towards our organizational 
goals, VOC and NPS are the twin engines around 
which our service capabilities are being built. The 
future is full of options for the customer and IndiaFirst 
has chosen to be the first option!

vvv

Customer Experience (CX)  
Journey at IndiaFirst Life

Atri Chakraborty,
Chief Operating Officer
IndiaFirst Life Insurance Company Ltd.
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     1990         
.             
          
 .          
,           
         ,  , 
           
            . 
        .   
         2021   
       .     
           
         . 

          
   ,         -
           ,  
         .  
        -   
             . 
 (-,   )      
    -       
   .     131    
   ,     ()  
     (    2 ) 
        .   
-          
        - 
  ()     .

          
   

           
          ,    2021 

    
    

   
:   

 48.6    -  -   
              
           
, , ,      -  
       .     
 26      -   
            
 .

         .  
          
    /  -     
.           2019   
2021          
  99%  18%    . , 2019    
, 2022            
   216%  10%    .  ,  
           ,  
         3.83%   
0.88%      19.62%   11.47%  . 
     ,    
-   104%, 39%  13%      
.               
          . 

      ?

       .  
     /     
          .  
           
          

- 2022- 20224848



 ,         
          .   
          .  

          -
              
       .

     /      
  / 
/   

          

  •                  ,   
        -             
          .

•         ,  ,        
     .

•                       
    .

24*7    


•                   
     24x7   .

•                .

•                 .
  •  /              

     . 
    •         -      .

•                  ,  
   .

•         ,          
. 

•   ,               
  . 

  •              ,        
      . 

  ,  
    
  

•                   
     .          .

•       , ,          
             .

•                  . 
  •                   

    . 
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     /      
  / 
/   

          

-    •            -     -    
  .

•                      
    .

  •             ,        
   .

•      -     ()      .

•              ,          
   .

  
  ()

•   *99#             - 
  .

•            .

•                    
 . 

•                .
    
()

•      ()            
   .

   
()

•     ()         .    
()    ()            
         .

•                       
                  
   .

•        ,      .

•   ,                 
          .

•            .
  •                      

         . 

•                  
          .

•     , ,             
 . 

- 2022- 20225050



     /      
  / 
/   

          

  •                    
    .

•                .
•          ,        

    .
•                   

   -     .
 •                 .   

        . 
     •  -                 .

•                  
        .

     
 

•               .

     
  

•                  
        .

•                 .



           
-           
      . , , , 
         
            . 
             
      .       
    ,         
            
     . 

    (     
 )        - 
    -    
   -        
 ,           
 .       
           .   
()          .   
            .  

            
         . 
•       . 
•   -        / 

. 
•     ()     -

          .
•         () 

  .
•     ()      

   .
•    ()     

.
•    ,         

  .
•      ()  ; 

. 

vvv
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Baroda Alok Chandra Bravery Award is conferred upon Barodians who have shown unimaginable 
courage while serving the Bank. The Award recognizes all such cases of display of courage by the staff 
member/s where they have gone beyond the call of duty for furthering, safeguarding and protecting 
the Bank’s interests. This year, this award was conferred to -5- staff members for showing bravery and 
courage to protect the interest of the Bank and the customers. Staff members can refer to Bank's circular 
no. HO:BR:114:176 dated 17.08.2022 for details of the bravery.  Some glimpses of award ceremony of 
Baroda Alok Chandra Bravery Award bestowed for FY 2021-22 are given here with: 

BARODA ALOK CHANDRA BRAVERY AWARD FOR FY 2021-22BARODA ALOK CHANDRA BRAVERY AWARD FOR FY 2021-22

Shri Kipgen Thanglenlal (left) receiving the award from 
Shri Bakshi Debashis (NDGM-1), Shri D Das (General 
Manager), Shri Biswas Kallol (RM- Kolkata Metro Region), 
Shri Das Pradip Kumar (NDGM-2).

Shri Mate Anthony T (left) receiving the award  
from Shri Bakshi Debashis (NDGM-1), Shri D Das (General 
Manager), Shri Biswas Kallol (RM- Kolkata Metro Region), 
Shri Das Pradip Kumar (NDGM-2).

Shri Kanhaiya Kumar Roy (centre) receiving the  Bravery 
Award at the hands of Shri Rajiv Kumar, Dy. General 
Manager, Regional Head, Purnea Region.

Shri Krishan Kumar (left) receiving  the  Bravery Award 
at the hands of the Shri Shiv Ram Meena, Asst General 
Manager, Regional Head, Bharatpur Region.

Shri Shyam Kumar Singh, receiving the Bravery Award in presence of his family at the hands of Shri Manish Kaura, 
General Manager in presence of Deputy Zonal Head Shri Arshad Khan, DGM (Network) Shri P K Rout, AGM (HRM) Ms. 
Lipika Padhi, Regional Head (Navi Mumbai) Ms. Neha Sinha and others. 
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Transfers and relocations are an inevitable part of banking career and every year 
employees in all cadres are transferred under Inter Zonal transfers (IZT) on longest 
stay, request transfers and on various other administrative grounds which involves 
change of one’s place of posting. Transfers involve relocation and one major 
challenge faced by employees upon transfer is to arrange for quality education 
for their children due to mid-academic year admissions, late admissions, change 
of school etc.

Our Bank enters into TIE-UP with
Ryan International Group of Institutions

Ms. Swapna Bandopadhaya, General Manager (HRM) and Shri Jasmine 
Ganatra, General Manager (Admissions) from Ryan International Group of 
Institutions signing the MOU.

Manager (HRM) from our Bank 
and Shri Jasmine Ganatra, 
General Manager (Admissions) 
from Ryan International Group of 
Institutions.  

With this tie-up bank looks 
forward to facilitate admissions 

of children of employees due to 
transfers and deployment with 
no additional financial burden 
on its employees. For details of 
the scheme staff members can 
refer to circular no. HO:BR:114:177 
dated 18.08.2022.

To ease out the inconvenience 
faced by the employees and 
to facilitate admissions of their 
children, our Bank has taken 
initiative and made a school 
tie-up arrangement with ‘Ryan 
International Group of Institutions’ 
which is a leading K-12 (Kinder 
Garden to 12th Class) chain 
of schools in India and abroad 
with over four decades of 
experience. Ryan International 
Group of Institutions have over 
125 institutions (68 CBSE, 25 ICSE, 
4 International & 28 State Board 
Schools) spanning over 40 cities 
in 18 states and Union Territories 
in India. They also have schools 
in overseas locations at Sharjah 
and Abu Dhabi. The classes 
offered are from Kinder Garden 
to 12th Class with a choice of 
ICSE/ CBSE/ IGCSE/ IB curricula 
depending upon the school and 
location. Children can also shift 
from one type of board to other 
without hassle depending upon 
the availability of board at the 
sought location.

The Memorandum of 
Understanding was signed on 
1st August, 2022 by Ms. Swapna 
Bandopadhaya, General 
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 / Foundation Day

 , 

           - 
      .     
   ,      
  .

 , 

           
 , ,       
    .      
  ,          
 .

 ,  

             
       .    
           
 .

 , 

             
    .        
. ,        .

 ,   

           
  .         ,  
           . 

Regional Office, Gulbarga

On the occasion of Foundation Day Gulbarga 
Region conducted Walkathon. Regional Head  
Shri R.V.Siva Raja Kumar, other dignitaries and Staff 
Members were present on the occasion.

- 2022- 20225454



 / Foundation Day

 , 

        ,   
      .     
   ,       
 .

 , 

            
      .     
  .. ,       , 
         . 

 , 

            
 .         ,  
     ,     
  .

 , 

          
           
.        ,   
     .

 ,  

            
     .      
         . 

 ,  -II

       -II  ,  
    -        
  .        ,  
      .
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 , 

           
  .        , 
       .

 ,   

            
        .     
   ,       
 .

 ,  

            
        .    
     ,       
  .

 ,  

           
    .       
 ,       
 .

 ,   

            
          
    .        
,      ,    
    .

 / Foundation Day

 , -1

  115    -1     
,           
 .        ,  
      .

- 2022- 20225656



 , 

            
          
   .        , 
     ,      
  .

 ,   

            
    ,    , 
       .      
()    ,      , 
     ,     
   .

 ,  

           
  .         
,        .

 ,  

            
  .        , 
      ,     
   .

 ,    

            
     .     
   ,      , 
       .

 , 

         , 
          
.        ,     
 ,        . 

 / Foundation Day
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 , 

            
         .  
     ,     
   .

 ,  

           
   .        , 
       .

 ,   

            
 -      .    
    ,      
  .

 , 

           - 
     .     
    ,       , 
       .

 , 

           
        .   
      ,     
   .

 / Foundation Day

 , 

        ,  
,   , ,     
  ,       ,  
,        
 .          , 
,     ,   ()  
   ,     ,     
        .

- 2022- 20225858



 ,    

            
  .           , 
       . 

 , 

            
     .     
   ,       
 .

 / Foundation Day

Regional Office, Madurai

On the occasion of Bank’s Foundation Day Staff 
members of Madurai Region participated in a 
walkathon. Regional Head Shri M Srinivasan, other 
Senior Executives and other Staff Members were 
present on the occasion.

 , 

        ... , 
            
   .         
,     ...      
 .

 , 

           
          .  
       ,    
    . 

Regional Office, Udupi II

On the occasion of Foundation Day Udupi II Region 
undertook CSR activity at Spandana Vocational 
Rehabilitation Centre for Mentally Challenged 
Persons. Regional Head Shri Ravi H G, Deputy 
Regional Manager Shri Prashant Kumar, other 
dignitaries and Staff Members were present on the 
occasion.
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 / Foundation Day

 ,  

      , ,    
     ,      
     .        
 ,     ,   ( 
)   ,   ()   
,    ()       
  .

 , 

            
 .         ,  
      .

 , 

           
  .        , 
       .

 , 

         ,  
   ,  ,    
      .     
   ,      ,  
      .

Regional Office, Hassan

On the occasion of Foundation Day Hassan 
Region undertook CSR activity at Old Age home, 
Hassan. Regional Head Shri Samuel Stephen, other 
dignitaries and Staff Members were present on the 
occasion.

Regional Office, Puducherry 

On the occasion of Bank’s Foundation Day Staff 
members of Puducherry Region participated in a 
walkathon. Regional Head Shri Kamalakannan, 
other Senior Executives and other Staff Members 
were present on the occasion.

- 2022- 20226060



 / Foundation Day

 , 

            
           
  .        ,  
          . 

 , 

         ,   
       ,   
  .         
,    ,     
   .

 , 

            
          
   .         
,        .

 , 

        ,   
       .    
     ,       
      .

 ,  

          
          
    .        
,   ( )   ,  
           
 .

 ,  

            
   .        , 
           . 

July-September 2022July-September 2022 6161



CTMU monitors alerted transactions from 
money laundering angle based on predefined 
scenarios. STR Scrutiny Cell is a part of CTMU 
(Centralised Transaction Monitoring Unit) 
H.O., Baroda and it furnishes information 
to FIU-IND through certain reports such as 
STR, CTR, NTR, EFT & CCR in terms of the 
Rule 3 and Rule 7 of PML (Maintenance of 
Records) Rules, 2005. The reports which 
are being reported to FIU-IND by the 
department are as under:-
  STR- Suspicious Transaction Report
  CTR - Cash Transaction Report
  NTR – Non Profit Organization 

Transaction Report
  EFT  (CBWTR)– Cross Border Wire 

Transfer Report
  CCR- Counterfeit Currency Report
All above mentioned reports are filed with FIU-IND 
with the consent of Principal Officer who is a senior 
Executive of the Rank of General Manager. Presently 
General Manager Operations, Head Office, Baroda 
is the Principal Officer of our Bank.
Suspicious Transaction Report (STR)
Bank is filing all suspicious transactions as mentioned 
in the PMLA Rules to Financial Intelligent Unit – India 
(FIU-IND). While determining suspicious transactions, 
bank is guided by definition of suspicious transaction 
contained in PMLA Rules as amended from time to 
time.
As a part of transaction monitoring mechanism, 
Bank has procured SAS AML Application Software 
for generation of AML alerts based on Red Flag 
Indicators provided by FIU-IND.
Officers at CTMU examine such alerts and on 
the basis of various parameters viz. account 
profile, turnover, transactions pattern etc. decide 
whether the alerted transaction is suspicious or not. 
Thereafter, he/she records reasons for a series of 
transactions in case of suspicion/ non-suspicion.
If any transaction found suspicious, STR is filed to FIU-
IND through our Principal Officer within seven days 
of arriving at conclusion that any transaction, cash 
or non- cash, or a series of transactions integrally 
connected is suspicious one.
Cash Transaction report (CTR)
Bank is filing following types of Cash Transactions to 
FIU-IND:-
i.  All cash transactions of the value of more than 

Rupees Ten Lakh or its equivalent in foreign 
currency.

ii.  All series of cash transactions integrally 
connected to each other which have been 
individually valued below Rupees Ten Lakh 
or its equivalent in foreign currency where 
such series of transactions have taken place 
within a month and the monthly aggregate 
exceeds Rupees Ten Lakh and its equivalent 

in foreign currency.
Non-Profit Organisation Transaction 
Report (NTR)

Bank is reporting all transactions 
involving receipts by non-profit 
organizations of value more than 
rupees Ten Lakh or its equivalent in 

foreign currency during the month 
to the Director, FIU-IND by 15th of 

succeeding month in the format prescribed 
by FIU-IND. Data for CTR/NTR is provided by Financial 
Management, Hyderabad.
Cross-Border Wire Transfer (EFT)
Bank is reporting all Cross Border Wire Transfers of the 
value of more than five lakh rupees or its equivalent 
in foreign currency during the month, where either 
the origin or destination of fund is in India, to the 
Director, FIU-IND by 15th of succeeding month in 
the format prescribed by FIU-IND. Data for EFT is 
provided by CBT (Corporate Banking Transaction) 
team and IFSC Banking Unit.
Counterfeit Currency Report (CCR)
All cash transactions, where forged or counterfeit 
Indian currency have been detected, are reported 
to FIU-IND in the specified format by 15th of the 
succeeding month. Data for CCR is provided by 
FNVC Cell, H.O., Baroda.
All the above reports are uploaded by STR Scrutiny 
Cell to Finnet Portal of FIU-IND after approval of 
Principal Officer.
Roles and responsibilities of the department:-
CTMU :
 Thorough scrutiny/closure of alerts generated 

from AML application in connection with the 
transactions taking place in the accounts.

 Review of alert definition along with threshold 
limits, all alert definitions as prescribed by FIU IND  
have been implemented.

 Analysis of CTR / NTR and filing STR in eligible 
accounts.

 Ensure quality assurance check in respect of 
alerts closed by AMLROs as Not Suspicious.

Functioning of Centralized Transaction 

Monitoring Unit – (CTMU)
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STR Cell :
 To comply with the directions of FIU-IND.
 Timely filing of all reports viz. CTR, NTR, STR, EFT & 

CCR with FIU-IND.
 Uploading the above mentioned reports 

to Finnet portal of FIU-IND after taking prior 
approval from Principal Officer.

 To upload all STRs received from CTMU 
(Centralised Transaction Monitoring Unit) at 
H.O. Baroda, TBML functioning at Gandhinagar, 
Branches through respective Regional Offices, 
VCIP centres etc.

 Maintaining all necessary records related to 
above reports for five years from the date of 
transaction, in terms of PML Act and Rules.

 To update risk category of customer’s account/s 
with ‘High Risk’ wherein STR is filed.

 Uploading of CTR/NTR data on intranet (HO -> 

Pankaj Kumar
Chief Manager
STR Cell, HO, Baroda

Avani Rajan
D/o- Shri Rajan Prasad
Asst. General Manager & Regional Head
Baroda City Region-ll

KYC AML -> Documents - > Resources -> CTR 
(Zone wise Excel Sheet) or STR) on monthly basis 
for preservation of records by Branches / RO 
for audit and inspection purpose. In this regard 
Regional office has to submit their certificate to 
our department on or before the last working 
day of the month in which data of CTR/NTR is 
uploaded in the intranet.

 To sensitize Branches / Regions/ CTMU for 
monitoring of transactions specifically during 
election periods as per FIU-IND Instructions 
and file STRs with high priority of nominated 
candidates & family members’ accounts if 
found suspicious.

vvv

The way the vine hangs over the window,
And the way the sunlight peaks through it.

The birds outside ; they put on a show,
And their melodies lock up in your heart.

You smile every Saturday night
Knowing,

Tomorrow could be the best day.
The thought of your coffee waiting for you,

Every morning,
Pleases your blue mind.

Isn’t this what happiness could also be?
Taken from miscellaneous things,

And they explode your body,
Into shades of yellow;

Happiness,
Is a tender thing,

And anything, 
Has happiness tied to it. 

HAPPINESSHAPPINESS

PEOPLE
Having taken these portraits photos over 6 months ago, 
my idea was to capture these people being their true 

self. Most of these photos are in documentary style so that 
it allows the audience to really notice how people act 
when they aren't aware of the camera in front of them.

Pictures Speak...

Portrait Photography by:
Ananya Grover

D/o Shri Sanjay Grover
Chief General Manager

Head Office, Baroda

FAMILY CORNER
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 / Network Expansion

Chennai Zone inaugurates Mid Corporate Cluster (South), Chennai

On 17th September, 2022 Chennai Zone inaugurated 
Mid Corporate Cluster (South), Chennai. Chief 
General Manager (BCC, Mumbai) Shri Subrat 
Kumar, General Manager, Cluster Head (South), 
Chennai Shri S Rengarajan, Zonal Head (Chennai 
Zone) Shri Saravanakumar A and other dignitaries 
were present on the occasion. 

 ,      

13 , 2022         . 
      ,     
   .    ,    
    ,  ,    
         .

         

15 , 2022           
  .         ,  
          .

          

29 , 2022          
   .         
,            
      .

          

28 , 2022          
    .        
     ,        
,   ,       
     .  

- 2022- 20226464



 / Network Expansion

          

03 , 2022         
     .       
   ,    . . . ,    
 .        .

         

20 , 2022         
   .        
,      ,   
     . 

          

19 , 2022   
       
   .  
      
,    
    .  

    -,   

18 , 2022         
        
     -   .    
     , -     
,   (  )   ,   
( )    ,    (  )  
   ,   (   II)  
    . 

          

08 , 2022          
    .        
,        . 

         

25 , 2022    
       
  .    
  ()   
 ,      
   ,  
      
     
 . 
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
 

 -, 2022      ,      
               . -   

 

  , 
 , 

  , 
 , 

  , 
  ,  

    , 
 , 

   , 
 , 

   , 
 , 

   , 
 , 

   , 
 , 

  , 
 , 

  ,  
 , 

   , 
 , 

  , 
 , 

   , 
 , 

  , 
 , , 

  

 (),   ‘ ’  
      

 18 , 2022   (),     
,     ,     
             
    .     (),   
        ,  
       85    . 
     (),      
  ()       .   
      (),   , 
 .  , -       
, ,  (),   ,   
 , ,    ,   

  ,    ,    , 
 (..)-  , ,    
      .

         ‘’,   
    ‘ ’     ,  
,     ‘ ’    . 
       ,  (), 
         .   
           () 
             
()     .    ,   
(),       . 
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Bank rolls-out Baroda DigiNext Cash Management Services in JNPA
On 26th July, 2022 our Bank and 
Jawaharlal Nehru Port Authority (JNPA), 
a premier container port in the country, 
announced the successful roll-out of 
Baroda DigiNext Cash Management 
Services for digitization of port’s 
accounts payables, receivables and 
liquidity management. Shri Sanjay 
Sethi, IAS, Chairman, Jawaharlal Nehru 
Port Authority, Shri Debadatta Chand, 

Executive Director, Shri Subrat Kumar, Chief General Manager (Mid Corporate), Shri Saurabh Dalmia, 
Head, Cash Management, Shri Manish Kaura, Zonal Head (Mumbai), Shri Yogesh Kumar Agrawal, General 
Manager (Retail Liability) and other dignitaries were present on the occasion. 

Bank bags CXO Tech Innovation Award 2022

Our Bank has been recognized as the winner of 
the CXO Tech Innovation Award, 2022 under the 
category: ‘Financial Inclusion of Women using 
Technology’ for our active participation as Scale 
up Partner in the Project Swanaari of Reserve 
Bank Innovation Hub (RBIH), subsidiary of RBI. On 
behalf of our Bank Shri Ritesh Kumar, Network DGM, 
Benagluru Zone received the award.

    (),    

        2021-22        ‘  ’   
‘’        (),      .   14 , 2022   
                   ,   
    ,      ,            
                  ()    
         . 




