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The concerted steps taken by the 
Bank to strengthen its balance 
sheet and the focus on generating 
sustainable and stable growth in 
business over the years reflected 
in its performance in FY 2020-21.
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Dear Shareholders, 
As I write this message to you, the world is being buffeted 
by an unprecedented force in the form of a pandemic. 
The COVID-19 pandemic, which broke out in India in 
March 2020, has seen a resurgence, leading to the 
‘second wave’. Due to the rising cases of infection, 
various states have put in place localised restrictions 
to control the spread and save lives. Never have I ever 
seen such life-changing impact sweeping across every 
segment of society and every economic activity. 

Following the first COVID-19 wave and initial nation-
wide lockdown, the Government of India (GoI) and the 
Reserve Bank of India (RBI) took proactive measures 
with a view to support economic activities as well as 
to mitigate the worst excesses of the pandemic on the 
vulnerable segments of the population. Apart from a 
phased roll-back of restrictions to allow resumption 
of economic activities, the Government of India (GoI) 
announced a comprehensive economic package, viz. 
AatmaNirbhar Bharat that envisaged financial support 
to critical segments of the economy. Complementing 
the efforts of the GoI, the RBI adopted conventional 
and unconventional measures such as reduced policy 
rates, sustained forward guidance in the form of an 
accommodative monetary policy stance, ample liquidity 
support through Open Market Operations (OMOs) and 
special refinance facilities for select targeted segments 
as well as regulatory forbearance involving relaxation 
in norms for restructuring assets and moratorium to 
borrowers to support economic activity in the country. 
While taking steps for cushioning the economy against 
the impact of pandemic-induced restrictions, the GoI 
also took a proactive public participative approach and 
developed a COVID-specific health infrastructure besides 
training its resources to fight the COVID-19 pandemic. The 
GoI conducted intensive testing, mandated quarantine, 
set up dedicated COVID-19 treatment centres, stipulated 
the COVID-19 related diagnosis & treatment charges to 
ensure affordability as also directed provision of free 
treatment for the economically weaker sections of society, 
among other measures. In order to sustainably execute 
the world’s largest vaccination drive, the GoI has adopted 
a National COVID-19 Vaccination Strategy. In a bid to 
further augment the healthcare infrastructure, the RBI too 
announced a special on-tap liquidity window for banks 
to lend support to entities like hospitals, diagnostics, 
pharmacies, pharmaceutical companies or importers, 
medical oxygen manufacturers and suppliers and other 
operators involved in the critical healthcare supply chain. 

Despite being predominantly a health concern, the way 
the pandemic has rapidly upended lives across the 
globe, it has had wide-ranging impact on all sectors, 
including banking. 

{à¶ eo¶aYmaH$mo,
Bg dº$ O~ ‘¢ AmnH$mo ¶h g§Xoe {bI ahm hÿ±, h‘mar ¶h Xþ{Z¶m 
EH$ ‘hm‘mar Ho$ ê$n ‘| A^yVnyd© VmH$V go ÌñV hmo ahr h¡. ‘mM© 
2020 ‘| ^maV ‘| ’¡$br H$mo{dS>-19 ‘hm‘mar Zo "Xÿgar bha' Ho$ 
ê$n ‘| {’$a go dmngr H$s h¡. g§H«$‘U Ho$ ~‹T>Vo ‘m‘bm| Ho$ H$maU 
{d{^ÝZ amÁ¶m| Zo BgHo$ àgma H$mo {Z¶§{ÌV H$aZo Am¡a bmoJm| H$s 
OmZ ~MmZo Ho$ {bE ñWmZr¶ ñVa na à{V~§Y bJmE h¢. ‘¢Zo 
AnZo OrdZ ‘| H$^r Eogr n[adV©ZH$mar KQ>Zm Zht XoIr, {OgZo 
g‘mO Ho$ ha dJ© Am¡a ha Am{W©H$ J{V{d{Y H$mo Bg hX VH$ 
à^m{dV {H$¶m hmo. 

nhbr H$mo{dS>-19 bha Am¡a Ama§{^H$ amï´>ì¶mnr bm°H$S>mCZ Ho$ ~mX 
^maV gaH$ma Am¡a ^maVr¶ [aOd© ~¢H$ (Ama~rAmB©) Zo Am{W©H$ 
J{V{d{Y¶m| H$mo ghmam XoZo Ho$ gmW-gmW g‘mO Ho$ H$‘Omoa dJ© 
na ‘hm‘mar Ho$ A{V à{VHy$b Aga H$mo H$‘ H$aZo Ho$ {bE g{H«$¶ 
Cnm¶ {H$E. Am{W©H$ J{V{d{Y¶m| H$mo {’$a go ewê$ H$aZo H$s AZw‘{V 
XoZo Ho$ {bE ̂ maV gaH$ma Zo à{V~§Ym| H$mo MaU~Õ VarHo$ go hQ>mVo 
hþE AmË‘ {Z^©a ̂ maV O¡go ì¶mnH$ Am{W©H$ n¡Ho$O H$s KmofUm H$s, 
{OgHo$ A§VJ©V AW©ì¶dñWm Ho$ ‘hËdnyU© joÌm| H$mo {dÎmr¶ ghm¶Vm 
H$s n[aH$ënZm H$s JB© Wr. ̂ maV gaH$ma Ho$ à¶mgm| H$mo AmJo ~‹T>mVo 
hþE Ama~rAmB© Zo H$B© nma§n[aH$ Am¡a J¡a-nma§n[aH$ Cnm¶ AnZmE 
{OZ‘| à‘wI h¢: Zr{VJV Xam| ‘| H$‘r, CXma ‘m¡{ÐH$ Zr{V éI Ho$ 
ê$n ‘| gVV XÿaXeu ‘mJ©Xe©Z, Iwbo ~mOma n[aMmbZm| (AmoE‘Amo) 
Ho$ ‘mÜ¶‘ go n¶m©á VabVm g‘W©Z Am¡a MwqZXm b{jV I§S>m| Ho$ 
{bE {deof nwZ{d©Îm gw{dYmE§. gmW hr, Xoe ‘| Am{W©H$ J{V{d{Y¶m| 
H$m g‘W©Z H$aZo Ho$ {bE CYmaH$Vm©Am| H$mo g§n{Îm Ho$ nwZJ©R>Z Am¡a 
F$U-ñWJZ Ho$ ‘mZX§S>m| ‘| Ny>Q> ^r Xr JB© h¡. ‘hm‘mar Ho$ H$maU 
bJmE JE à{V~§Ym| Ho$ AW©ì¶dñWm na n‹S>Zo dmbo à^md H$mo H$‘ 
H$aZo Ho$ {bE Amdí¶H$ H$X‘ CR>mVo hþE ^maV gaH$ma Zo g{H«$¶ 
gmd©O{ZH$ ^mJrXmar Ñ{ï>H$moU ^r AnZm¶m Am¡a H$mo{dS> Ho$ {bE 
{d{eï> ~w{Z¶mXr ñdmñÏ¶ godmE± {dH${gV H$a AnZo g§gmYZm| 
H$mo H$mo{dS>-19 ‘hm‘mar go b‹S>Zo Ho$ {bE à{e{jV {H$¶m. 
^maV gaH$ma Zo JhZ narjU, A{Zdm¶© ³dma§Q>rZ, H$mo{dS>-19 
g‘{n©V CnMma H|$Ð ñWm{nV {H$E. gmW hr, H$mo{dS>-19 g§~§{YV 
narjU Am¡a CnMma ewëH$ {H$µ’$m¶Vr AmYma na {ZYm©[aV {H$E 
VWm g‘mO Ho$ Am{W©H$ ê$n go H$‘Omoa dJm] Ho$ {bE AÝ¶ Cnm¶m| 
Ho$ gmW-gmW ‘wâV CnMma Ho$ àmdYmZ Ho$ {bE {ZX}e ^r Omar 
{H$E. ^maV gaH$ma Zo Xþ{Z¶m Ho$ g~go ~‹S>o Q>rH$mH$aU A{^¶mZ 
H$mo {Za§Va Omar aIZo Ho$ {bE EH$ amï´>r¶ H$mo{dS> -19 Q>rH$mH$aU 
aUZr{V AnZmB© h¡. hoëWHo$¶a BÝ’«$mñQ´>ŠMa H$mo Am¡a A{YH$ geº$ 
H$aZo Ho$ {bE Ama~rAmB© Zo AñnVmbm|, S>m¶¾mopñQ>Šg, ’$m‘}{g¶m|, 
’$m‘m©ñ¶w{Q>H$b H§$n{Z¶m|, Am¶mVH$m|, ‘o{S>H$b Am°ŠgrOZ {Z‘m©VmAm| 
d Amny{V©H$Vm©Am| Am¡a ‘hËdnyU© ñdmñÏ¶ Amny{V© l¥§Ibm go Ow‹S>o 
AÝ¶ n[aMmbH$m| H$mo ghm¶Vm XoZo hoVw ~¢H$m| Ho$ {bE EH$ {deof 
Am°Z-Q>¡n {b{¹${S>Q>r qdS>mo H$s KmofUm H$s.

‘w»¶V… EH$ ñdmñÏ¶ g§~§Yr qMVm hmoZo Ho$ ~mdOyX Bg ‘hm‘mar 
Zo Xþ{Z¶m ^a ‘| OZ-OrdZ H$mo {Og Vah go à^m{dV {H$¶m 
h¡, CgH$m ~¢qH$J g{hV g^r joÌm| na ì¶mnH$ à^md n‹S>m h¡. 
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The pandemic has served to accelerate the pace of 
change in the banking space, especially on the digital 
front. Traditional banking models have been reoriented 
to incorporate digital initiatives in order to accommodate 
the ‘new normal’ which dictates social distancing and 
prohibits unnecessary movement. I firmly believe that the 
way ahead for banking will give rise to new technological 
paradigms in keeping with the new realities.

The pandemic has made digital transformation more 
relevant and urgent than before. Opportunities that 
banks expected to have years to prepare for are 
quickly approaching and previously slow-growing pain 
points are being pushed to the surface. To meet these 
challenges, banks have been compelled to innovate, 
reinvent and redefine themselves. When the COVID-19 
pandemic forced banks to shut down much of their 
face-to-face interactions with customers and step up 
virtual operations, consumers quickly adapted to digital 
applications such as mobile banking and customer 
support through artificial intelligence (AI). Apart from 
digitisation of back-end processes, a number of banks 
turned to digital account opening and increased use 
of Application Programming Interfaces (APIs) to grow 
their business as well as to cater to the day-to-day 
requirements of the customers. Banks increasingly 
focused on technology innovations relating to voice 
as a channel, AI-powered chatbots, augmented reality, 
social virtual reality, hyper-personalisation, gamification, 
secure video interactions, digital ecosystem plays and 
others. These developments have shaken up some 
long-held beliefs about the primacy of the branch.

Branches have traditionally been the cornerstone of 
banking evolution over many decades. However, the 
emergence of digital channels and changing consumer 
preferences over the last few years has impacted the 
importance of a branch in a bank’s channel mix. In 
the post-pandemic world, banks too are encouraging 
their customers to use low-contact mediums such as 
digital banking channels. In this COVID-19 world when 
movement is so restricted for so many, there is no doubt 
that remote banking will be seeing huge levels of growth. 
Those who had already adopted it are carrying on with 
it while those who are new to it are learning how to do it. 
In any case, most people do not want to go to a branch 
even if they can as it means coming into proximity with 
others. With the pandemic not retracting anytime soon, 
it is a reasonable expectation that some customer 
preferences will be irrevocably changed, especially 
when it pertains to activities like banking which may 
see a more or less permanent change as customers 

‘hm‘mar Zo ~¢qH$J joÌ ‘|, ImgH$a {S>{OQ>b ‘moM} na, ~Xbmd 
H$s J{V H$mo VoO H$a {X¶m h¡. nma§n[aH$ ~¢qH$J ‘m°S>b H$mo ~XbH$a 
gm‘m{OH$ Xÿar ~ZmZo Am¡a AZmdí¶H$ AmdmOmhr amoH$Zo dmbr ZB© 
n[apñW{V¶m| Ho$ AZwê$n T>mbVo hþE {S>{OQ>b nhbm| H$mo em{‘b 
{H$¶m J¶m h¡. ‘oam Ñ‹T> {dídmg h¡ {H$ ~¢qH$J Ho$ {bE AmJo H$m 
amñVm ZB© dmñV{dH$VmAm| H$mo Ü¶mZ ‘| aIVo hþE ZE VH$ZrH$s 
à{V‘mZm| H$mo OÝ‘ XoJm.

Bg ‘hm‘mar Zo {S>{OQ>b n[adV©Z H$mo nhbo go A{YH$ àmg§{JH$ Am¡a 
Oê$ar ~Zm {X¶m h¡. {OZ MwZm¡{V¶m| H$m gm‘Zm H$aZo H$s V¡¶mar 
Ho$ {bE ~¢H$m| Ho$ nmg dfm] H$m g‘¶ Wm, do AMmZH$ h‘mao gm‘Zo 
Mbr Am ahr h¢. BZ MwZm¡{V¶m| H$m gm‘Zm H$aZo Ho$ {bE ~¢H$m| H$mo 
ZdmoÝ‘ofZ H$aZo, nwZ: Am{dîH$ma H$aZo Am¡a IwX H$mo nwZn©[a^m{fV 
H$aZo Ho$ {bE {dde hmoZm n‹S>m h¡. O~ H$mo{dS>-19 ‘hm‘mar Zo ~¢H$m| 
H$mo AnZo J«mhH$m| Ho$ gmW Am‘Zo-gm‘Zo g§dmX H$mo ~§X H$aZo Am¡a 
Am^mgr g§MmbZ H$mo ~‹T>mZo Ho$ {bE ‘O~ya {H$¶m, Vmo Cn^moº$mAm| 
Zo H¥${Ì‘ ~w{Õ‘Îmm (Am{Q©>{µ’${e¶b B§Q>o{bO|g) Ho$ ‘mÜ¶‘ go ‘mo~mBb 
~¢qH$J Am¡a J«mhH$ ghm¶Vm O¡go {S>{OQ>b à¶moJ AnZmZo Ho$ {bE 
IwX H$mo OëXr go T>mb {b¶m. ~¡H$E§S> à{H«$¶mAm| Ho$ {S>{OQ>brH$aU Ho$ 
Abmdm H$B© ~¢H$m| Zo {S>{OQ>b ImVm ImobZo H$s Amoa éI {H$¶m Am¡a 
AnZo ì¶dgm¶ H$mo ~‹T>mZo Ho$ gmW-gmW J«mhH$m| H$s {XZ-à{V{XZ H$s 
Amdí¶H$VmAm| H$mo nyam H$aZo Ho$ {bE EpßbHo$eZ àmoJ«mq‘J B§Q>a’o$g 
(EnrAmB©) Ho$ Cn¶moJ ‘| d¥{Õ H$s. ~¢H$ A~ EAmB©-nmdS>© M¡Q>~m°Q>, 
g§d{Y©V dmñV{dH$Vm, gm‘m{OH$ Am^mgr dmñV{dH$Vm, hmBna-
d¡¶{º$H$aU, Jo{‘{’$Ho$eZ, gwa{jV dr{S>¶mo B§Q>a¡ŠeZ, {S>{OQ>b 
BH$mo{gñQ>‘ ßbo O¡go AmdmO AmYm[aV ZdmoÝ‘ofr M¡Zbm| na Ü¶mZ 
H|${ÐV H$a aho h¢. BZ KQ>ZmH«$‘m| Zo emIm H$s àYmZVm Ho$ ~mao ‘| 
b§~o g‘¶ go Mbr Am ahr ‘mÝ¶VmAm| H$mo {hbm {X¶m h¡.

emImE± na§namJV ê$n go H$B© XeH$m| go ~¢qH$J {dH$mg H$s 
AmYma{ebm ahr h¢. hmbm§{H$, {nN>bo Hw$N> dfm] ‘| {S>{OQ>b M¡Zbm| 
Ho$ CØd Am¡a Cn^moº$m dar¶VmAm| ‘| AmE ~Xbmdm| Zo ~¢H$ Ho$ M¡Zb 
{‘lU ‘| emIm Ho$ ‘hËd H$mo à^m{dV {H$¶m h¡. ‘hm‘mar Ho$ ~mX 
H$s Xþ{Z¶m ‘| ~¢H$ ̂ r AnZo J«mhH$m| H$mo {S>{OQ>b ~¢qH$J M¡Zbm| O¡go 
H$‘ g§nH©$ dmbo ‘mÜ¶‘m| H$m Cn¶moJ H$aZo Ho$ {bE àmoËgm{hV H$a 
aho h¢. Bg H$mo{dS>-19 à^m{dV Xþ{Z¶m ‘| O~ BVZo gmao bmoJm| 
Ho$ {bE AmdmOmhr à{V~§{YV h¡, Eogo ‘| {Z…g§Xoh ê$n go [a‘moQ> 
~¢qH$J H$m à¶moJ VoOr go ~‹T>oJm. Omo bmoJ Bgo nhbo hr AnZm 
MwHo$ Wo, do BgH$m à¶moJ Omar aIo hþE h¢, O~{H$ Omo bmoJ BgHo$ 
{bE ZE h¢, do Bgo grI aho h¢. Á¶mXmVa bmoJ {H$gr ^r hmb ‘| 
emIm ‘| Zht OmZm MmhVo h¢, ^bo hr do Om gH$Vo hm|, Š¶m|{H$ 
emIm ‘| OmZo H$m AW© h¡ Xÿgam| Ho$ {ZH$Q> g§nH©$ ‘| AmZm. My§{H$ 
Bg ‘hm‘mar Ho$ OëX IË‘ hmoZo Ho$ Amgma Zht h¢, Bg{bE Bg 
~mV H$s g§^mdZmE§ h¢ {H$ Hw$N> J«mhH$ AnZr dar¶VmE§, ImgH$a 
~¢qH$J J{V{d{Y¶m| Ho$ g§~§Y ‘| ~Xb X| Am¡a g§H$Q> Ho$ g‘¶ AnZo 
Ûmam AnZmE Om aho {S>{OQ>b VarH$m| H$mo A~ AmJo ^r Omar aI|.
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carry on embracing the digital methods they have been 
adopting to a greater extent during the crisis. 

However, in India, a significant chunk of customer base 
relies on the physical channels such as branches and 
ATMs for catering to their banking needs. They continue 
to remain important to sections of society such as older 
customers who may not be online, rural communities, 
and also casual workers and the ‘unbanked’ who still 
need a physical place to come in order to encash 
cheques or make payments. Thus, even during the 
lockdowns, banks were providing select services 
through their branches to cater to these segments. 

The interplay of rising digitalisation and continued reliance 
on branch for select services has given rise to the concept 
of ‘phygital’, which sees a combination of digital and 
physical, as a banking strategy for the new isolation 
economy. Branches will continue to be a critical part 
of a bank’s touchpoints but the role, shape and size of 
interactions will see a significant change. Banks will be 
compelled to rethink the traditional branch model and 
focus on how to deliver specific, high value, physical 
interactions and experiences that can complement a 
digital banking core. At the same time, banks must leverage 
digital technologies to augment physical experiences and 
make services faster, more secure and more convenient. 
In the new normal, customers are likely to carefully pick 
and choose how to spend their time interacting, especially 
when it comes to something like a bank branch which 
may be low-priority destination for many. Complementing 
the traditional brick-&-mortar branches, banks may 
explore models like ‘branch-on-wheels’ concept that 
can take the banking facilities to the neighborhood of 
customers or banking kiosks that are co-located within 
other businesses or physical destinations. While the 
branch network will continue to be very important for 
incumbent banks, there is a need to focus on innovation 
to increase its relevance and in creating a unified omni-
channel customer experience. The focus on convenience 
for everyday banking is prompting a shift to digital modes. 
But it is critical to provide customers a consistent cross 
channel journey when they choose to shift from digital 
channels to physical branches.

Another factor which is causing a shift in role of branches 
is the rising demand for wealth management and advisory 
services on account of economic hardship faced by 
consumers, businesses and communities across the 
globe in the post-pandemic period. Branches of the 
future will play an integral role in creating trust, providing 
high value advice and explaining complex products. 
Higher degree of digitalisation can reinforce interconnections 

hmbm§{H$ ^maV ‘| A{YH$m§e J«mhH$ AnZr ~¢qH$J Oê$aVm| H$mo nyam 
H$aZo Ho$ {bE emImAm| Am¡a EQ>rE‘ O¡go ^m¡{VH$ M¡Zbm| na {Z^©a 
ahVo h¢. do g‘mO Ho$ ‘hËdnyU© A§J h¢, O¡go Am°ZbmBZ Zht ahZo 
dmbo nwamZo J«mhH$, J«m‘rU g‘wXm¶, {Xhm‹S>r ‘OXÿa Am¡a ~¢qH$J 
gw{dYm a{hV Eogo bmoJ {OÝh| MoH$ ̂ wZmZo ¶m ̂ wJVmZ H$aZo Ho$ {bE 
A^r ^r EH$ ^m¡{VH$ ñWmZ na AmZo H$s Oê$aV hmoVr h¡. Bg 
àH$ma, bm°H$S>mCZ Ho$ Xm¡amZ ^r, ~¢H$ Bg dJ© H$s Amdí¶H$VmAm| 
H$mo nyam H$aZo Ho$ {bE AnZr emImAm| Ho$ ‘mÜ¶‘ go MwqZXm godmE§ 
àXmZ H$a aho Wo. 

{S>{OQ>brH$aU ‘| d¥{Õ Am¡a MwqZXm godmAm| Ho$ {bE emIm na {Za§Va 
{Z^©aVm Zo "{’${OQ>b' H$s AdYmaUm H$mo OÝ‘ {X¶m h¡, Omo Bg 
ZB© AmBgmoboeZ AW©ì¶dñWm ‘| ~¢qH$J aUZr{V Ho$ VhV {S>{OQ>b 
Am¡a ^m¡{VH$ ñdê$n H$m g§¶moOZ h¡. ~¢H$ emImE§ ‘hËdnyU© g§nH©$ 
q~Xþ ~Zr ah|Jr bo{H$Z g§dmX H$s ^y{‘H$m Am¡a CgHo$ AmH$ma-
àH$ma ‘| ‘hËdnyU© ~Xbmd XoIZo H$mo {‘b|Jo. ~¢H$m| H$mo nma§n[aH$ 
emIm ‘m°S>b na nwZ{d©Mma H$aZm hmoJm VWm Bg ~mV na Ü¶mZ 
XoZm hmoJm {H$ {S>{OQ>b ~¢qH$J Ho$ ‘mÜ¶‘ Ho$ Abmdm H¡$go J«mhH$ 
H$mo {d{eï>, ~ohVa, ^m¡{VH$ godmE± Am¡a AZw^d àXmZ {H$E OmE±. 
gmW hr ~¢H$m| H$mo ^m¡{VH$ AZw^dm| H$mo ~‹T>mZo d godmAm| H$mo VoO, 
A{YH$ gwa{jV Am¡a A{YH$ gw{dYmOZH$ ~ZmZo Ho$ {bE {S>{OQ>b 
VH$ZrH$m| H$m bm^ CR>mZm hmoJm. Bg ZB© gm‘mÝ¶ pñW{V ‘| Bg 
~mV H$s g§^mdZm h¡ {H$ J«mhH$ ~¢H$ go g§dmX H$m VarH$m IwX MwZ|, 
Img Vm¡a na A~ do ~¢H$ emIm ‘| AmZo H$mo H$‘ àmW{‘H$Vm X|Jo. 
nma§n[aH$ ^m¡{VH$ emImAm| Ho$ gmW-gmW ~¢H$ A~"~«m§M-Am°Z-
ìhrëg' AdYmaUm O¡go ‘m°S>bm| H$s g§^mdZm ^r Vbme H$a gH$Vo 
h¢, Omo J«mhH$m| H$mo CZHo$ n‹S>mog ‘| ~¢qH$J gw{dYmE§ X| ¶m ~¢qH$J 
{H$AmoñH$ ^r bJmE± Omo AÝ¶ ì¶dgm¶m| ¶m ^m¡{VH$ J§Vì¶m| Ho$ 
^rVa hr pñWV hm|. hmbm§{H$ ‘m¡OyXm ~¢H$m| Ho$ {bE emIm ZoQ>dH©$ 
~hþV ‘hËdnyU© ~Zm ahoJm, bo{H$Z BgH$s àmg§{JH$Vm ~‹T>mZo Am¡a 
J«mhH$m| H$mo Amo‘Zr M¡Zb garIr ~hþ{dY gw{dYm àXmZ H$aZo Ho$ 
{bE ZdmMma na Ü¶mZ XoZo H$s Amdí¶H$Vm h¡. X¡{ZH$ ~¢qH$J H$s 
gw{dYm H$m µOmoa ~‹T>Zo go bmoJ {S>{OQ>b ‘moS> H$s Amoa éI H$a aho 
h¢. bo{H$Z, O~ J«mhH$ {S>{OQ>b M¡Zbm| go ^m¡{VH$ emImAm| H$s 
Amoa {eâQ> hmoZo H$m {dH$ën MwZ|Jo, Vmo CÝh| ZE M¡Zb ‘| BVZr 
gw{dYm XoZm Wmo‹S>m O{Q>b hmoJm. 

EH$ Am¡a H$maH$ h¡ Omo emImAm| H$s ̂ y{‘H$m ‘| ~Xbmd H$m H$maU ~Z 
ahm h¡. dh h¡- ‘hm‘mar Ho$ g‘¶ Ho$ ~mX nyao {dœ ‘| Cn^moº$mAm|, 
H$mamo~mam| Am¡a g‘wXm¶m| Ûmam Pobr JB© Am{W©H$ H${R>ZmB¶m| Ho$ MbVo 
g§n{Îm à~§YZ Am¡a nam‘eu godmAm| Ho$ {bE ~‹T>Vr ‘m§J. AmZo dmbo 
g‘¶ ‘| emImE§ J«mhH$m| ‘| ̂ amogm n¡Xm H$aZo, CÀM ‘yë¶ dmbr gbmh 
XoZo Am¡a O{Q>b CËnmXm| H$s ì¶m»¶m H$aZo ‘| A{Zdm¶© ̂ y{‘H$m AXm 
H$a|Jr. CÀM ñVa Ho$ {S>{OQ>bmBOoeZ go CËnmXm| Am¡a godmAm| Ho$ 
~rM A§Vag§~§Y ‘O~yV hmo gH$Vo h¢ VWm J«mhH$m| H$mo Am¡a A{YH$ 
{dH$ën Ed§ nmaX{e©Vm CnbãY H$amH$a Am¡a CÝh| {ddoH$nyU© {ZU©¶ 
boZo ‘| ‘XX H$aVo hþE CZHo$ {bE Hw$N> AbJ {H$¶m Om gH$Vm h¡. 
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between products and services and make a difference for 
consumers by giving them more choice and transparency 
and by helping them to make better-informed decisions. 
Admittedly, none of these elements are entirely new but 
they reflect accelerations of existing trends, punctuated 
with some additional factors prompted by unexpected 
shifts in the operating environment. 

Despite these challenging circumstances, your Bank 
navigated the uncharted territory with commendable 
foresight and nimbleness. In these last two years, that 
is since the time I have joined as Chairman, your Bank 
did swim through this disruptive whirlwind of challenges 
and emerged triumphantly with some impressive results. 
The concerted steps taken by the Bank to strengthen its 
balance sheet and the focus on generating sustainable 
and stable growth in business over the years reflected 
in its performance in FY 2020-21. The Bank was back 
in the black for the first time after five consecutive 
financial years of loss with a Net Profit of ` 1,359 crore 
in FY 2020-21. The Bank has continued to witness an 
increasing skew in favour of retail book, both on the asset 
side and the liability side. The capital position of the Bank 
remained comfortably above the regulatorily required 
levels. A focussed approach has helped your Bank in 
improving its recovery and upgradation, thereby seeing 
an improvement in its asset quality ratios, viz. Gross 
Non-Performing Assets (GNPAs) ratio and Net Non-
Performing Assets (NNPA) ratio. The improvement in the 
Bank’s financial health and its commitment to the RBI to 
comply with certain regulatorily required parameters saw 
the RBI lifting the restrictions imposed on the Bank under 
the Prompt Corrective Action (PCA) framework with effect 
from March 10, 2021. This was indeed a momentous 
achievement for the Bank as it underscores not just the 
vision of its leadership and management teams but also 
the hard work and dedication of the entire ground level 
workforce who toiled to make this dream come true. 

gM H$hm OmE Vmo BZ‘| go H$moB© ^r VÎd nyar Vah go Z¶m Zht h¡ 
qH$Vw ¶o n[aMmbZJV n[adoe ‘| AmE AàË¶m{eV ~Xbmdm| Ho$ MbVo 
‘m¡OyXm àd¥{Îm¶m| ‘| AmB© Vrd« J{VerbVm H$mo Xem©Vo h¢. 

BZ MwZm¡VrnyU© n[apñW{V¶m| Ho$ ~mdOyX AmnHo$ ~¢H$ Zo gamhZr¶ 
XÿaÑ{ï> Am¡a ’w$Vu Ho$ gmW ZE joÌ H$s ¶mÌm nyar H$s h¡. BZ {nN>bo 
Xmo dfm] ‘|, AWm©V O~go ‘¢ AÜ¶j Ho$ ê$n ‘| Ow‹S>m hÿ±, AmnHo$ ~¢H$ 
Zo MwZm¡{V¶m| Ho$ Bg ~mYH$ ~d§S>a H$m Hw$ebVm go gm‘Zm {H$¶m h¡ 
Am¡a dh Hw$N> à^mdembr n[aUm‘m| Ho$ gmW {dO¶r hmoH$a C^am 
h¡. {nN>bo Hw$N> dfm] ‘| AnZo VwbZ-nÌ H$mo ‘O~yV ~ZmZo Ho$ {bE 
~¢H$ Ûmam CR>mE JE g§J{R>V H$X‘m| Am¡a ì¶dgm¶ ‘| {Q>H$mD$ Am¡a 
pñWa d¥{Õ Xa hm{gb H$aZo Ho$ {bE {XE JE {deof Ü¶mZ H$s 
PbH$ {dÎmr¶ df© 2020-21 Ho$ BgHo$ H$m¶©-{ZînmXZ ‘| XoIr Om 
gH$Vr h¡. ~¢H$ {dÎmr¶ df© 2020-21 ‘| ̀  1,359 H$amo‹S> H$m {Zdb 
bm^ A{O©V H$aVo hþE bJmVma nm±M {dÎmr¶ dfm] VH$ KmQ>o ‘| ahZo 
Ho$ ~mX nhbr ~ma ‘wZm’o$ H$s pñW{V ‘| bm¡Q>m h¡. ~¢H$ Zo AmpñV 
Am¡a Xo¶Vm XmoZm| njm| H$s Amoa [aQ>ob ~hr Ho$ nj ‘| ~‹T>Vo PwH$md 
H$mo Omar aIm h¡. ~¢H$ H$s ny§Or pñW{V {d{Z¶m‘H$s¶ AnojmAm| Ho$ 
ñVam| go D$na ~Zr hþB© h¡. g§H|${ÐV Ñ{ï>H$moU go AmnHo$ ~¢H$ H$mo 
AnZr dgybr Am¡a AnJ«oS>oeZ ‘| gwYma bmZo ‘| ‘XX {‘br h¡ {OgHo$ 
n[aUm‘ñdê$n BgHo$ AmpñV JwUdÎmm AZwnmVm| AWm©V gH$b AZO©H$ 
AmpñV (OrEZnrE) AZwnmV Am¡a {Zdb AZO©H$ AmpñV (EZEZnrE) 
AZwnmV ‘| gwYma hþAm h¡. ~¢H$ H$s {dÎmr¶ gohV ‘| AmE gwYma Am¡a 
Hw$N> {d{Z¶m‘H$s¶ Ano{jV ‘mZX§S>m| Ho$ AZwnmbZ Ho$ à{V Ama~rAmB© 
H$mo Xr JB© BgH$s dMZ~ÕVm Ho$ ’$bñdê$n Ama~rAmB© Zo 10 ‘mM© 
2021 go Ëd[aV gwYmamË‘H$ H$ma©dmB© (nrgrE) ê$naoIm Ho$ A§VJ©V 
~¢H$ na bJmE JE à{V~§Ym| H$mo CR>m {b¶m. ¶h dmñVd ‘| ~¢H$ Ho$ 
{bE EH$ Ah‘ CnbpãY h¡ Š¶m|{H$ ¶h Z Ho$db BgHo$ ZoV¥Ëd Am¡a 
à~§YZ Q>r‘m| Ho$ Ñ{ï>H$moU H$mo ~pëH$ Bg gnZo H$mo gmH$ma H$aZo Ho$ 
{bE H${R>Z n[al‘ H$aZo dmbo O‘rZr ñVa Ho$ g‘yMo H$m¶©~b H$s 
H$‹S>r ‘ohZV Am¡a g‘n©U H$mo ^r aoIm§{H$V H$aVr h¡. 

 {dÎmr¶ df© 2020-21 ‘| {Zdb bm^

R1,359 H$amo‹S> 
R1,359 crore
Net Profit in FY 2020-21

AmnHo$ ~¢H$ H$s aUZr{V AnZo n[aMmbZ joÌ ‘| C^aZodmbr 
àd¥{Îm¶m| Ho$ AZwê$n AmH$ma boVr ahoJr. EH$ bú¶ H$s àm{á Xÿgao 
bú¶ Ho$ {bE àñWmZ {~ÝXþ hmoZm Mm{hE, ¶h {dMma AmnHo$ ~¢H$ 
Ho$ ì¶dgm¶ Xe©Z H$m ‘yb VÎd h¡. dm{f©H$ [anmoQ>© H$s Wr‘ "~ohVa 
H$b H$s Amoa' H$mo Ü¶mZ ‘| aIVo hþE AmnH$m ~¢H$ AnZr noeH$em| 
Am¡a nhbm| Ho$ O[aE AnZo J«mhH$m| Ho$ OrdZ bú¶m| H$s àm{á Ho$ {bE 
CZHo$ gmW gmPoXmar H$aVm ahoJm. AnZr Am§V[aH$ à{H«$¶mAm| Am¡a 
gmW hr J«mhH$m| go Ow‹S>o EpßbHo$eZm|, XmoZm| Ho$ {S>{OQ>bmBOoeZ H$mo 
AmJo ~‹T>mVo hþE AmnH$m ~¢H$ AnZr godmAm| H$s Ëd[aV Am¡a {Z~m©Y 
gwnwX©Jr Ho$ {bE hag§^d à¶mg H$aoJm. {ZS>a Am¡a bú¶ H|${ÐV hmoZo 
na {H$gr AHo$bo ì¶{º$ H$s e{º$ XþO}¶ hmoVr h¡ qH$Vw EH$ gmW 

The contours of your Bank’s strategy will continue to be 
shaped by the emerging trends in its sphere of operations. 
The idea that the achievement of one goal should be the 
starting point of another is central to your Bank’s business 
philosophy. In keeping with this Annual Report’s theme 
of “Towards a Better Tomorrow”, your Bank, through 
its offerings and initiatives, will continue to partner its 
customers in achieving their life goals. By moving towards 
greater digitalisation of both its internal processes as well 
as customer interfacing applications, your Bank will strive 
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in its efforts to ensure expeditious and seamless delivery 
of its services. The power of one, if fearless and focused, 
is formidable, but the power of many working together is 
unassailable. Your Bank’s team has seen its efforts yielding 
positive results and this has served to strengthen its resolve, 
purpose and direction, along with a deeper appreciation 
for the power of community and the interconnectivity of 
knowledge, skills and hardwork. Your Bank has crossed 
many significant milestones in the recent past but rather than 
resting on its laurels, the Bank is committed to soldiering 
on in order to conquer new horizons. 

As your Bank forges ahead on its journey of being 
the most trusted and preferred bank, I would like to 
thank the Bank’s customers for placing their trust in it. 
I would also like to thank you and solicit your continued 
support towards the Bank’s endeavours which has 
helped it in coming so far in its journey. I would also 
like to thank all colleagues on the Board of Directors 
for their valuable guidance which helped your Bank in 
successfully triumphing over challenges and grabbing 
the emerging opportunities in the constantly evolving 
operating environment. Last but not the least, I would 
like to thank the employees of your Bank for their untiring 
efforts and dedication even in such tumultuous times. 
All of the Bank’s stakeholders, in their own capacity, are 
contributors to the larger design of a better tomorrow.

Going forward, it is inevitable that the year ahead will 
be peppered with challenges stemming from wavering 
confidence among businesses as well as consumers 
as also sputtering momentum of economic activities. 
A health emergency of this magnitude has demanded 
extraordinary responses and outcomes from all the 
affected population, businesses as well as policymakers. 
Under these circumstances, the Bank remains committed 
to being with its customers and ensuring seamless 
delivery of financial services and will participate in the 
relief measures to mitigate the impact of the crisis. Your 
Bank is cognisant of the elevated risks in the operating 
environment and will take steps to remain strong and 
resilient and be well-positioned to absorb potential losses 
that could arise. Your Bank’s commitment to create value 
for all its stakeholders continues to remain strong even 
in these challenging times. I am sure that together, we 
are going to move towards a better tomorrow.

With best wishes,

M. R. Kumar 
Chairman

{‘bH$a H$m‘ H$aZodmbo ~hþV go ì¶{º$¶m| H$s e{º$ A{dOo¶ hmoVr 
h¡. AmnHo$ ~¢H$ H$s Q>r‘ Zo AnZo à¶mgm| Ho$ gH$mamË‘H$ n[aUm‘ 
XoIo h¢ Am¡a BgZo g‘wXm¶ H$s e{º$ Ho$ {bE Jhar g‘P Am¡a kmZ, 
H$m¡eb Ed§ H$R>moa n[al‘ H$s A§Vagå~ÕVm Ho$ gmW BgHo$ g§H$ën, 
CÔoí¶ Am¡a {Xem H$mo ‘O~yV ~ZmZo H$m H$m¶© {H$¶m h¡. AmnHo$ 
~¢H$ Zo hmb Ho$ Hw$N> g‘¶ ‘| AZoH$ ‘hËdnyU© CnbpãY¶m§ hm{gb 
H$s h¢ qH$Vw Ho$db BZ CnbpãY¶m| go g§Vwï> hmoZo H$s ~OmE ~¢H$ 
Z¶o {j{VOm| H$mo Ny>Zo Ho$ {bE Ñ‹T> à¶mg H$aZo Ho$ {bE à{V~Õ h¡. 

AmnH$m ~¢H$ g~go ^amogo‘§X Am¡a ng§XrXm ~¢H$ ~ZZo H$s AnZr 
¶mÌm ‘| Yrao-Yrao AJ«ga h¡. ‘¢ ~¢H$ Ho$ J«mhH$m| H$mo BgHo$ à{V 
OVmE JE ^amogo Ho$ {bE YÝ¶dmX XoVm hÿ±. ‘¢ Amn g~H$mo ^r 
YÝ¶dmX XoZm Mmhÿ±Jm Am¡a AmJ«h H$ê$§Jm {H$ ~¢H$ Ho$ à¶mgm| Ho$ 
à{V AmnH$m gVV g‘W©Z AmJo ^r Omar aho. ¶hm± VH$ Ho$ g’$a 
‘| AmnHo$ g‘W©Z go ~¢H$ H$mo H$m’$s ghm¶Vm {‘br h¡. ‘¢ {ZXoeH$ 
‘§S>b Ho$ AnZo g^r gh¶mo{J¶m| H$mo ^r CZHo$ ~hþ‘yë¶ ‘mJ©Xe©Z 
Ho$ {bE YÝ¶dmX XoVm hÿ±, {OgHo$ MbVo AmnHo$ ~¢H$ H$mo bJmVma 
{dH${gV hmo aho n[aMmbZ n[adoe ‘| MwZm¡{V¶m| go nma nmZo Am¡a 
C^aVo Adgam| go bm^ CR>mZo ‘| ‘XX {‘br h¡. A§V ‘|, ‘¢ AmnHo$ 
~¢H$ Ho$ H$‘©Mm[a¶m| H$mo Eogo {dnarV g‘¶ ‘| ^r {H$E JE CZHo$ 
AZWH$ à¶ËZm| Am¡a g‘n©U ̂ mdZm Ho$ {bE YÝ¶dmX XoVm hÿ±. ~¢H$ 
Ho$ g^r {hVYmaH$m| Zo ~ohVa H$b Ho$ {Z‘m©U ‘| AnZr-AnZr 
j_Vm Ho$ AZwgma CëboIZr¶ ¶moJXmZ {X¶m h¡. 

¶{X h‘ AmZo dmbo H$b H$s Amoa XoI| Vmo ¶h ~mV V¶ h¡ {H$ 
AmZo dmbm df© H$mamo~mam| Am¡a gmW hr Cn^moº$mAm| Ho$ S>m±dm§S>mob 
{dœmg go CËnÞ MwZm¡{V¶m| Am¡a Am{W©H$ H$m¶©H$bmnm| H$s ApñWa 
J{V go ~m{YV ah gH$Vm h¡. EH$ H$R>moa ñdmñÏ¶ AmnmVH$mb Zo 
à^m{dV bmoJm|, H$mamo~mam| Am¡a gmW hr gmW, Zr{V-{Z‘m©VmAm| 
H$s Amoa go AgmYmaU à{V{H«$¶mAm| Am¡a n[aUm‘m| H$s g§^mdZmE§ 
~Zm Xr h¢. BZ n[apñW{V¶m| ‘| ~¢H$ AnZo J«mhH$m| Ho$ gmW I‹S>m 
ahZo Am¡a {dÎmr¶ godmAm| H$s {Z~m©Y gwnwX©Jr H$mo gw{Z{üV H$aZo 
Ho$ {bE à{V~Õ ahm h¡ Am¡a dh g§H$Q> Ho$ Aga H$mo H$‘ H$aZo Ho$ 
{bE amhV Cnm¶m| ‘| AnZr ^mJrXmar Omar aIoJm. AmnH$m ~¢H$ 
n[aMmbZ n[adoe ‘| ~‹T>o hþE OmopI‘m| go AdJV h¡ Am¡a ‘O~yV 
Ed§ bMrbm ~Zo ahZo Ho$ {bE H$X‘ CR>mEJm VWm g§̂ m{dV hm{Z¶m| 
H$mo dhZ H$aZo Ho$ {bE gwÑ‹T> pñW{V ‘| ~Zm ahoJm. Bg MwZm¡VrnyU© 
g‘¶ ‘| ^r AnZo g^r {hVYmaH$m| Ho$ {bE ‘yë¶ g¥{OV H$aZo H$s 
AmnHo$ ~¢H$ H$s à{V~ÕVm ‘O~yV ~Zr hþB© h¡. ‘wPo {dídmg h¡ 
{H$ h‘ g~ {‘bH$a ~ohVa H$b H$s Amoa AmJo ~‹T>|Jo. 

ew^H$m‘ZmAm| g{hV, 

E‘. Ama. Hw$‘ma
AÜ¶j


