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Awards & Accolades

3rd Best Place to Work For in India and 10t Best Large governance models towards efficient implementation of
Workplace in Asia social programs and service deliveries.

For the past seven years, Ujjivan Financial Services has been
consistently ranked among the Top 25 Companies to Work For
in India. In 2016, Ujjivan once again emerged as a top Indian
company across industries, by becoming the 37 Best Place to
Work in India as per the survey conducted by the Great Place
to Work Institute in coordination with The Economic Times.

Ujjivan continueditssuccessfultrackrecord of being recognized
as the #1 Best Place To Work For in the Microfinance domain,
where employees perceive their work to be not just career
investments but also, as an opportunity that helps them
contribute to the society.

Ujjivan also ranked 10th in the Best Large Workplaces in Asia ' i
List in FY 16-17 and had the honor of being the only Indian
organization in the list.
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The Platinum Award is the highest independent honor
given for Inclusive Insurance and was presented to Ujjivan INCLUSIVE
Financial Services after taking into consideration multiple INSURANCE
factors, including the company’s financial inclusion initiatives, P gy P

exceptional customer service, insurance penetration and
for covering the highest number of lives through insurance. |
Ujjivan's focus on Education through its Common Group VIITVAN FIMANCIAL SERVICE PRIVATE LIMITED

Training and Financial Literacy program, Assured Reach and e e b e e
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Access, backed by a 100 % claim settlement ratio were the key |
factors instrumental for it winning this award. e e
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Ujjivan was also awarded the SKOCH Order-of-Merit for
qualifying amongst the Top 100 Projects in India. The Order-
of-Merit award is bestowed on the top private and public
organizations, recognizing them for their best practices and
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Message from the
Chairman

Dear Shareholders,

Financial Year 2016-17 is a momentous year in the annals of
Ujjivan's organizational history with a successful IPO in May
2016 and a spectacular launch of Ujjivan Small Finance Bank
in February 2017.

There were 72 competing players who sought for a “Small
Finance Bank (SFB)” licence from the Reserve Bank of India and
we made it to the list of ten successful applicants who were
accorded “in principle” approval by RBI for setting up the SFB.
It has been a great transformational journey and | will share
some thoughts on this.

From modest beginningsin 2004 your company has emerged as
one of the largest MFIs in the country in terms of geographical
spread with pan India presence through 470 branches across
24 states and 209 districts and a loan book of around Rs 6500
crore, serving 36 lakh customers. We have not swerved from
our mission and remain totally dedicated to serve the financially
unserved and underserved community. We have consistently
earned customer accolades by forging strong, meaningful &
empathetic relationship with our customers, thanks to our
dedicated front line and service quality teams. As a service
entity, we are always conscious that human resources are
our greatest assets and our organizational human resources
policies and practices mirror this. With humility, | may share
that Ujjivan has been recognized consistently as one of the
Best Places to work, ranking 3in 2016 by The Great Place to
Work Institute in Collaboration with The Economic Times.

Why did we become a Bank may be the upper most question
that may lingerin your minds. Lack of access to savings is often
referred to as the “forgotten half of rural finance”. More than
the “loans”, the poor need a trusted formal saving channel,
shorn of rigidities, to keep their savings. Savings should
precede loans. Due to regulatory constraints, hitherto as a
non-banking finance company, Ujjivan was not permitted to
accept deposits from customers. In our broadened role as a
bank, we can provide savings products apart from loans and
other financial products with which two benefits will accrue.
Firstly, our access to savings from customers and public at large
will reduce our funding cost, which in turn could benefit the
borrowing customers by way of lower interest. Secondly, once
our customers inculcate savings habits, they would be able to
better manage their cash flows and avoid over-indebtedness
and consequent debt traps.

Why two separate entities “Ujjivan Financial Services Limited”
and "Ujjivan Small Finance Bank Limited” (hereinafter referred
to as “USFB” or the “Bank”) could be the other question that
may arise. One of the key regulatory requirements for setting
up a small finance bank is that the promoters/promoter group
should at least hold 40 per cent of the paid up capital of the
bank, which should be locked in for a period of five years.
Rationale for this regulatory prescription is possibly to ensure
“stability in the shareholding of the bank” in the initial years of
formation. As Ujjivan did not have any promoter/ promoter
group, we opted for the “Holding Company Structure” and
transferred our operational business undertaking comprising
of the assets and liabilities to “Ujjivan Small Finance Bank”
through a slump sale. Post formation of Ujjivan Small Finance
Bank, Ujjivan Financial Services Ltd., the Holding Company
will be registered with the RBI as a NBFC-Core Investment
Company. As the holding Company it will exercise its oversight
function, provide support and funding within the legally
permissible ambit thus managing its investment in the bank.

Mr Samit Ghosh assumed the leadership mantle of the Bank
as Managing Director & Chief Executive of the Ujjivan Small
Finance Bank, with the prior approval of the RBI. Ms Sudha
Suresh, formerly the CFO of the Company, assumed charge as
the Managing Director and CEO of your Company.

The year threw up major challenges, the impact of which will
spill over to FY 2017-18. Transitioning your Company to a Bank
was and continues to be a major challenge. Mr Samit Ghosh,
MD & CEO of the Bank, has detailed these in his message in
this Annual Report.

The major disruptive event we faced during the year, perhaps
in our decade long journey, was “demonetisation”. While
the move will yield positive benefits to the economy and the
public at large in the medium term, the immediate negative
fallout has been on a vulnerable sector like microfinance
business. Given the fragile cash flows of our customers,
their income and business activities were severely affected
across various pockets. The resultant impact has been lower
collection efficiencies and increase in Portfolio at Risk. Closely
on the heels of demonetisation, loan waivers announced by
some state governments for agricultural borrowers raised
the expectations of microfinance borrowers too. Relentless
efforts are on to educate and persuade the borrowers to
adhere to repayment schedules. In justifiable causes, loans
are restructured. There has been positive support from the
industry network and Governments through appropriate media
announcements. Loan collections are picking up gradually and
we expect the situation will improve in the months following.

The Company closed the financial year 2016-17 with a total
income of Rs.1397.6 crore, a growth of 36% over the previous
year. It achieved a profit after tax of Rs.207.6 crore, an increase
of over 17% when compared to the PY. The Board has declared
a dividend of 8% (subject to the approval of shareholders).

The Company will support the planned growth of the Small
Finance Bank in achieving its mission of becoming the best
institution to provide financial services to the unserved and
underserved customers and transform to a mass market bank.

We thank you for your immense support and look forward for
your continued trust in future.

With Best Wishes

W

K.R. Ramamoorthy




In the history of Ujjivan, financialyear 2016-17 will be written
in Golden letters!

A historic year where our 12 year journey culminated in
creating “Ujjivan Small Finance Bank “ to continue our mission
of providing a full range of financial services to the unserved
and underserved in a new Avatar!

As our transformation journey is spread across two financial
years we had initially shared with you the path commencing
with the receipt of in principle approval in October 2015 and
the progress thereon in our previous Annual report. During
the FY 2016-17 Ujjivan continued on its transition journey
achieving several milestones. We would like to share key
highlights of this sojourn.

FY 2016-17 commenced with a successful IPO in May 2017
wherein the company not only raised the requisite capital
but was also able to principally meet the requirements of
RBI's guidelines for SFB by increasing the domestic stake in
the Company. Ujjivan was listed on BSE and NSE on 10™ May
2016, a Red Letter Day for the Company and specially for its
employees! A majority of our employees having ESOP’s were
able to understand and benefit from the same.

As the next step in structuring, ‘Ujjivan Small Finance Bank
Limited’ was incorporated on July 04, 2016 as a wholly owned
subsidiary of the Company. The Company, then submitted
an application to the RBI for grant of banking licence to its
subsidiary and based on the application submitted, the RBI
issued Ujjivan Small Finance Bank the Licence No. MUM 123
dated November 11, 2016 to carry on Small Finance Bank
business in India. Pursuant to the receipt of various approvals
from the RBI including the approval for the Board and host
of other registrations and regulatory compliances on which
the licence was granted, ‘Ujjivan Small Finance Bank Limited’
commenced its operations as a Small Finance Bank with effect
from February 1, 2017.

Multiple teams had been set up to manage various aspects of
the transition. EY our consultants, PMO and functional teams
worked untiringly in a disciplined manner. On the Technology,
we worked comprehensively on all the three aspects—
Implementation and testing of various softwares successfully,
strengthening and ensuring a robust data centre, DR centre &
NLDR and seamless integration with existing systems including
BR. Net and Oracle. FInacle was implemented as our core
banking system, | Exceed for Internet, mobile and handheld
banking , CRM Next , SAS ,AML ,Flnacle treasury systems, Risk
& Compliance and other applications went through the entire

process from implementation to successful test runs. Parallelly
a host of IT Policies were formulated, reviewed and put in
place. Cyber Secuirty preparedness, policies and controls were
a critical focus.

Ujjivan always had a robust risk management framework for
its operation as a MFI. With the transition to a bank, we set up
an independent Risk Management & Compliances department
to manage various risks and compliances . Apart from the
controls for Ujjivan's existing lines of business as a MFI, we set
to address additional risks as it transitioned to new products,
IT systems and processes aligned to the banking requirements
with requisite softwares and systems. This included EGRC and
ALM solution for effectively monitoring various aspects of
Credit, Market, Liquidity, IT and Operational risks. Compliance
framework focused both on micro level obligations for
branches and departments and macro level management of
regulatory/statutory interactions, regulatory audits, policies,
products etc. Board approved policies were put in place for
Compliance Management & AML/ KYC processes. Significant
time and efforts went into the drafting and review of all risk
management policies and procedures pertaining to portfolio,
liquidity, interest rate and operational risks, Investment
policies and strategies, security and regulatory compliances
envisaged for a bank with proactive support from the SFB
Committee of the Board.

Post the receipt of the final license from RBI on Nov 11th
2016, the team were all set for an exciting journey obtaining
various approvals and licenses from RBI and other authorities.
There were around forty approvals and permission including
Bank Code, INFINET, RTGS ,NEFT ,Rupay, NFS, IMPS,AEPS,
RBI Current Account ,SGL etc. required for the launch of the
bank. For all these aprovals, the spirit of diligent follow up and
enthusiasm prevailed and the entire team cheered on receipt
of each and every approval, realizing we were a step closer to
the final goal.

As we were walking the transition path, our business growth
was maintained parallelly. We sustained a robust growth in our
overall portfolio which grew by 18.4%. Our Gross loan book
stood at Rs. 6379.5 crore which includes a Managed portfolio
of Rs. 508.3 crore.

We focussed on Affordable Housing and Micro & Small
Enterprise (MSE) growth this year apart from a stable growth
in the Microfinance vertical. We ensured growth across all our
branches pan India, thus minimising concentration risk of our
portfolio.



We managed a robust funding profile ensuring adequate
funding as per the regulatory requirements for the small
finance bank as well. With a successful capital raise at the
beginning of the year and better credit ratings, we were able
to leverage and raise debt at lower costs, the benefits of which
were passed to the customers through reduced interest rates
during the year.

We closed the financial year with a total income of Rs. 1397.6
crore, an increase of 36% over the previous year and a net
profit after tax of Rs. 207.7 crore registering an increase of
17.2% over the previous year.

As we moved progressively across all fronts on the transition
with jet speed timelines, Demonetisation came as a critical
challenge for the entire Microfinance Industry. So though the
first half of the year closed with an excellent set of numbers,
the impact of demonetisation was evident in the second
half across key parameters including business growth, new
customer acquisition, collection efficiencies and Portfolio
at Risk. Tremendous efforts and initiatives by various teams
enabled customer awareness and collections over the next few
months albeit with a time lag. Post demonetisation RBI had
also come out with a circular providing for an additional time
of 60 days for recognition of loan accounts as sub standard.
The GNPA without RBI dispensation stood at 3.7% and NNPA
stood at 0.03%. The team across various functions continues
with its collective effort towards coping with this challenging
situation in the current fiscal year.

™
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On January 31, 2017, the Company formally closed its
books enabling the transfer of business undertaking on
February 1%, 2017, to Ujjivan Small Finance Bank thus marking
the commencement of a new era in the history of Ujjivan. The
formal launch of the bank was a dream come true!

With the advent of Small Finance Banks and Payment Banks
backed by the state of art technology and paperless banking, a
huge transformation across the banking sector is inevitable in
the next few years.

We look forward to setting up a strong foundation for Ujjivan
Small Finance Bank in the current fiscal year and the next
year with focus on setting up the bank branches in a phased
manner, building the Liabilities vertical, expanding the Asset
side business including Affordable Housing and Micro and
Small Enterprise verticals with cost efficient technology as the
backbone for profitable operations.

As we move forward on this exciting and challenging journey,
| wish to sincerely thank all the stakeholders - our Employees,
Customers, Shareholders, Regulators and others for their
great cooperation and look forward to their continued support
in future.

With Best Wishes

N
%:-,/
Sudha Suresh

The Board Members of Ujjivan Financial Services Ltd. and Ujjivan Small Finance Bank Ltd. on the eve of bank launch.



Financial Highlights

Gross Loan Book & Securitized Loan Book (3 in Crore) Total Income & Net Profit (Zin Crore)
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Board Of Directors

K.R. Ramamoorthy

K.R Ramamoorthy is the Non-executive Chairman and Independent Director of our
Company. He holds a bachelor’s degree in arts from Delhi University and bachelor’s
degree in law from Madras University. He is also a fellow member of the Institute of
Company Secretaries of India. He is the former Chairman and Managing Director of
Corporation Bank and former Chairman & Chief Executive Officer of ING Vysya Bank.
He has served as an advisor to CRISIL, a reputed credit rating agency in India and as
consultant to The World Bank. He serves as an independent director on the boards of
Subros Limited, Nilkamal Limited and Amrit Corp. Limited.

Abhijit Sen

Abhijit Sen is a Non-Executive, Independent Director of our Company. He retired
from Citibank N.A. India after serving for over 18 years, last position being Managing
Director - Chief Financial Officer. He was also a director of Citicorp Services India
Limited and other locally incorporated Citi entities. He currently serves on several
boards including IDFC Bank, Trent Limited and Indiafirst Life Insurance Company
Limited. In the past, he has served on the board of NSDL e-governance Infrastructure
Limited. He holds a bachelors honors degree in engineering from Indian Institute of
Technology, Kharagpur and a post-graduate diploma in business management from
Indian Institute of Management, Calcutta.

Vandana Viswanathan
Vandana Viswanathan is a Non-Executive, Independent Director of our Company.
She is the co-founder of Cocoon Consulting, a management and human relationship
consulting firm. She holds a master’s degree in Personnel Management and Industrial
Relations from the Tata Institute of Social Sciences and a bachelor’'s degree in science
from Bangalore University. She is also a Non-Executive Director in Ujjivan Small
Finance Bank Limited.

Sudha Suresh

Sudha Suresh is the Managing Director and Chief Executive Officer of our Company.
She is a Chartered Accountant with a rich corporate career spanning over two
decades. She received the ‘CFO 100 - Recognition of Excellence’ award in 2013. She
is also a qualified Cost Accountant and Company Secretary. During her association
with Ujjivan, she has been responsible for areas of Strategic Business Planning and
Budgetary Controls, Equity Capital and Debt Syndication, Treasury Management,
Accounts & Taxation as well as management of Board and regulatory compliances.
She successfully spearheaded Ujjivan's IPO to list the company’s shares on BSE and
NSE. She has also led the restructuring of the Company and formation of the Small
Finance Bank.

Venkatesh Natarajan
Venkatesh Natarajan is a Non-Executive Director of our Company. He joined Lok
Advisory Services Private Limited in 2006 with over 12 years of experience in early
stage venture capital, product development and marketing. He holds an MBA from
Cornell University and an M.S. in Electrical Engineering from Arizona State. He serves
as adirector in many other companies including Lok Advisory Services Private Limited,
Suryoday Small Finance Bank Limited and Veritas Finance Limited.

Jayanta Basu

Jayanta Basu is a Non-Executive Director of our Company. He holds a post graduate
diploma in management from the Indian Institute of Management, Ahmedabad and
a bachelor’s degree in economics from University of Delhi. He has over 20 years of
experience in the fields of investments. He is currently the Managing Partner at CX
Advisors LLP. He has previously worked with Citibank India. He serves as a director
in many other companies including Security and Intelligence Services (India) Limited,
Matrix Cellular (International) Services Limited and CX Advisors Private Limited.

Amit Gupta

Amit Gupta is a Non-Executive Director of our Company. He is one of the founding
partners and chief operating officer of NewQuest Capital Advisors (HK) Limited.
He oversees India and south east Asia business for NewQuest Capital Advisors
(HK) Limited. He represents NewQuest Capital Advisors (HK) Limited on board of
Om Logistics Limited, Halonix Technologies Private Limited and Ittiam Systems
Private Limited. He holds an undergraduate degree in electrical engineering from
Kurukshetra University and a post graduate diploma in management from Indian
Institute of Management, Bangalore, where he was placed in Director’s Merit List for
his performance.




Management Team

Sudha Suresh

Managing Director and Chief Executive Officer
Sudha Suresh is the Managing Director and Chief Executive Officer of our Company.
She is a Chartered Accountant with a rich corporate career spanning over two
decades. She received the 'CFO 100 - Recognition of Excellence’ award in 2013. She
is also a qualified Cost Accountant and Company Secretary. During her association
with Ujjivan, she has been responsible for areas of Strategic Business Planning and
Budgetary Controls, Equity Capital and Debt Syndication, Treasury Management,
Accounts & Taxation as well as management of Board and regulatory compliances.

She successfully spearheaded Ujjivan's IPO to list the company’s shares on BSE and
NSE. She has also led the restructuring of the Company and formation of the Small
Finance Bank.

Sanjeev Barnwal

Company Secretary and Compliance Officer
Sanjeev Barnwal is a qualified Company Secretary from the Institute of Company
Secretaries of India and holds a Bachelor's degree in Law and a Diploma in Business
Management. He also received NSE's Certification in Financial Markets (NCFM) for
Compliance Officer (Corporate) Module. He has a corporate experience of over 13
years and prior to joining Ujjivan, he worked with SMC Capitals Limited as Associate
Vice President and Company Secretary. He played a significant role in the IPO and
listing of the Company and subsequently in the restructuring, incorporation and
formation of the Small Finance Bank. He has also worked with companies like CMC
Limited and SBEC Sugar Limited previously.

Hiren Shah
Chief Financial Officer
Hiren Shah joined Ujjivan in August 2015 and was one among the key persons to
successfully lead Ujjivan's IPO. He has over 17 years of consolidated experience as
a Business Journalist, Investment Banker and Investor Relations Advisor to many
- leading corporates, both Indian and international. His expertise includes strategic
planning and execution of financial deals including IPOs, PE/Pvt. Placements, Mergers
and Acquisitions, Rights Issue, FPO and Investor Relations. He holds a Master’s degree

in Finance from the Jamnalal Bajaj Institute of Management Studies, Mumbai.
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UJlean Team Members celebrating the listing of the company




Brand & Marketing

Customer Connect Initiatives

To hear and learn from customers about their needs and
aspirations is always our first priority. This year, we conducted
customer forum meetings across 4 regions at more than 400
branches month on month basis. We organized meetings
and communicated about our products & services in order
to expand the scope of services to our customers. These
meetings gave us learning insights from customers and helped
in modifying our approach and services accordingly.

Swagat Program

Swagat is the program launched to welcome Ujjivan's existing
borrowers to the fold of “Ujjivan Small Finance Bank through
Opening of a Savings Bank Account for our existing borrowers
which includes a personalized chip enabled debit card and a
uniquely designed pouch made for customer convenience.
Done with the help of a handheld device and an intention to
enroll all our active borrowers before the launch of a branch,
the campaign is completely paperless Aadhar enabled with
biometric authentication

Shaurya - Be a Star. An employee motivation program

To reward exceptional performers from Sales & Distribution,
an incentive program called Shaurya was launched. This
is an organization wide reward & recognition program
aimed towards motivating distribution team. Thousands
of employees successfully participated and won attractive
incentives for superior performance.

Mass Marketing Campaigns

Ujjivan conducted mass — marketing activities throughout the country like wall branding, auto rickshaw branding as well as van
campaignsin South and West regions. The campaign resulted in significant number of lead generation providing fresh opportunities
for new customer acquisitions.



Microfinance products at Ujjivan Financial Services are
purpose based solutions for needy customers. We strive to
bring an increase in household incomes for our customers
through our product offerings at their doorstep. Access to
financial services enables customers to build and change
their mix of assets. Our micro loans can be used for business
expansion, housing improvement, crop cultivation or the
purchase of milch cattle and children education. Customers
can also use loans to make important investments in human
assets, such as medical emergency and higher education.
Microfinance Loan Products are classified into 2 categories:

1. Group Loans

2. Individual Loans

Group loans are the most tactical products at Ujjivan
Financial Services, which comprise more than 86% of the
total Microfinance lending portfolio. In order to design new
products and develop the existing ones, we are in constant
pursuit to understand customer needs, their preferences and
financial behavior. We believe in translating this gathered
knowledge into products that are better adapted to our
customer’s household needs and are affordable.

Business Loan:
Provided to self-employed women (fruit vendors/vegetable
vendors/petty shop owners/tailors etc.) for financing diverse
business needs such as capital expense, working capital,
repayment of high cost debt etc.
Features:
. Loan range: Rs.6,000-Rs.50,000-
(Reducing balance): 21.25% p.a.
* Repayment tenure:
Loan amount between Rs. 6,000 - Rs. 15,000: 1
year
Loan amount between Rs. 16,000-30,000: 1 Year/
2Years
Loan amount between Rs. 31,000- 50,000 : 2 Years
*  Processing fees: 1% of loan amount (exclusive of
taxes)

Interest rate

Family Loan:
Family loan is designed for low income economically active
women to finance a range of family needs such as school
expenses of children, medical care, house repairs, social
and religious obligations, buying consumer durables and
repayment of high-cost debt previously taken for family
needs.
Features:
. Loan range: Rs.6,000- Rs. 35,000
* Interest rate (Reducing balance): 21.25% p.a.
¢ Repayment tenure:
- Loan amount between Rs. 6000 - Rs. 15000:
1 year
Loan amount between Rs. 16000-30000: 1
Year/ 2Years
Loan amount between Rs. 31000- 35,000 : 2
Years
*  Processing fees: 1% of loan amount (exclusive of
taxes)

Agriculture and Allied loan:
Agriculture is the backbone of Indian economy. Keeping in

view the specific requirements of customers, we offer them
agriculture and allied loans. The product helps our women
borrowers meet the cost of capital expenses and working
capital activities for farming and allied activities.
Features:
* Loan range: Rs. 6,000-Rs. 50,000
* Interest rate (Reducing balance): 21.25% p.a.
* Repayment tenure:
- Loan amount between Rs. 6000 - Rs. 15000:
1year
- Loan amount between Rs. 16000 - Rs. 30000:
1 Year/ 2Years
- Loan amount between Rs. 31000 — Rs. 50,000 :
2 Years
* Processing fees: 1% of loan
(exclusive of taxes)

amount

Business Top-up Loan:
This loan product offers additional finance to customers
during the year to address business requirements. This loan
allows customers access to additional liquidity over and above
their initial business loan and is given based on a satisfactory
credit history.
Features:

. Loan range: Rs.3,000-Rs. 6,000

e Interest rate (Reducing balance): 21.25% p.a.

e Repayment tenure: 9 Months

*  Processing fees: 1% of loan amount (exclusive of

taxes)

Emergency Loan:
The loan is designed to meet the unforeseen medical
emergency requirements of customers. The loan is disbursed
within 24 hours of request from Customer.
Features:

* Loanrange: Rs.2,000-Rs.5,000

* Interest rate (Reducing balance): 21.25% p.a.

*  Repayment tenure: 6 Months

*  Processing fees: 0%

Education Loan:
Education loan helps promote education among our
customers and their children. The product has been designed
to help finance the education expenses e.g. admissions fee,
purchase of text books, uniforms etc. for children studying
from nursery to degree/diploma/vocational training.
Features:

o Loan range: Rs.5,000-Rs,15,000

* Interest rate (Reducing balance): 21.25% p.a.

* Repayment tenure: 12 Months

*  Processing fees: 1% of loan amount (exclusive of

taxes)

Loyalty Loan:
Loyalty loan has been designed as a top up loan to assist our
loyal customers attain additional liquidity in their business
cash-flows during the festival seasons. This product is a token
of appreciation for customers who have maintained more
than 20 EMI relationships with Ujjivan Financial Services.
Features:

. Loan range: Rs.5,000-Rs.15,000

* Interest rate (Reducing balance): 21.25% p.a.

*  Repayment tenure: 12 Months

*  Processing fees: 1% of loan amount (exclusive of

taxes)



Individual Loan Products

Individual loans are higher ticket size loans tailor made to
suit our mature group loan customers. Individual loans are
disbursed on an individual basis to existing Ujjivan customers
who have successfully repaid 20 EMIs or more. The modified
product variant is also available for new to Ujjivan customers.
The Individual loans at Ujjivan are available for business
expansion, home improvement, animal husbandry, children
higher education, and agriculture crop cycle and inputs
management.

Individual Business Loan (IBL)-This loan product gives
our customers access to finances for working capital
and asset improvement for their business enterprises.

* Loan Amount: Rs. 51,000 - Rs.1,50,000

* Interest Rate: 23.25% p.a. declining

* Tenure: 6 —24 months

*  Processing Fee: 2% of loan amount (exclusive of taxes)

Home improvement loan (HIL) - This product gives financial
access to customers towards payment for home improvements
e Loan Amount: Rs. 51,000 -Rs.1,50,000
* Interest Rate: 23.25% p.a. declining
*  Tenure: 12— 36 months
*  Processing Fee: 2% of loan amount (exclusive of taxes)

Livestock Loan (LL) - This loan facilitates income
enhancement by providing capital to livestock breeders for
purchasing additional cattle and cattle shed renovation.

* Loan Amount:Rs. 51,000 -Rs. 1,50,000

* Interest Rate: 23.25% p.a. declining

e  Tenure: 6—24 months

*  Processing Fee: 1% of loan amount (exclusive of taxes)

Individual Bazaar Loan (IBZL) - Individual Bazaar Loan
is offered to clients operating in the bazaar area for the
purpose of business improvement. This product has been
specifically designed to cater to the needs of open market
customers i.e. customers who have not graduated from Group
Lending to Individual Lending in Ujjivan Financial Services.

e Loan Amount: Rs. 51,000 -Rs.1,50,000

* Interest Rate: 24% p.a. declining

* Tenure: 6-24 months

*  Processing Fee: 2% of loan amount (exclusive of taxes)

Higher Education Loan (HEL)- Higher Education Loan
has been specially designed to cater to the needs of the
families who find it difficult to arrange for higher education
of their children due to lack of access to organized credit.

e Loan Amount: Rs. 51,000 - Rs. 1,50,000

e Interest Rate: 23.25% p.a. declining

e Tenure: 6-24 months

e Processing Fee: 1% of loan amount (exclusive of taxes)

Individual Agriculture Loan (IAL)-The Individual Agriculture
Loan has been designed for marginal and tenant farmers who
find it difficult to access adequate institutional credit for crop
cultivation.

. Loan Amount: Rs. 31,000 — Rs. 80,000

e Interest Rate: 23.25% p.a. declining

e Tenure: 4- 12 months

e Processing Fee: 1% of loan amount (exclusive of

taxes)

Open Market Livestock Loan (OMLL)- This loan facilitates
income enhancement by providing capital to livestock
breeders (who are new to Ujjivan Financial Services) for
purchasing additional cattle and cattle shed renovation.

. Loan Amount: Rs.51,000 - Rs.1,00,000

* Interest Rate: 23.25% p.a. declining

e Tenure: 6-24 months

e  Processing Fee: 1% of loan amount (exclusive of taxes)




Insurance

Insurance for Group Loans

We advise all our borrowers and their spouse to avail the benefit of insurance. Insurance for borrowers is available up to the age of
59 years and for their spouse up to 58 years. Availing insurance product through Ujjivan Financial Services is optional and is subject
to sole discretion of customer/spouse.

In Rupees

Core GL (6,000-15,000) 1year 94 114 208 20,000
Core GL (16,000-30,000) 1 year 141 172 313 30,000
Core GL (16,000-30,000) 2 years 283 344 627 30,000
Core GL (31,000-50,000) 2 years 471 573 1044 50,000
Education loan 1 year 94 114 208 20,000
Top up 9 months 47 57 104 10,000
Loyalty (5,000-10,000) 1 year 47 57 104 10,000
Loyalty (11,000-15,000) 1 year 94 114 208 20,000
Emergency loan 6 months Nil

Preprinted receipt on loan card will include details of payment of husband insurance premium, wherever applicable
Policy tenure will be 1 year/ 2 years depending on the loan tenure. Age of the customers must be between 18 and 58 (for
fresh customers) years and age of spouse must be between 18 and 58 (fresh customers) Years.

Insurance for Individual Loans
We advise all borrowers and co-borrowers to insure them
Age of the customers must be between 18 and 57
Premium amount: Rs.4.09 per 1000 loan per person per year
Sum assured is equal to loan amount

1t to 15 of the month 1st of the same month 12/24/36 months from the policy start date
16t to 30t /315 of the month 16% of the same month 12/24/36 months from the policy start date

Ujjivan also insures Housing Loans and Micro & Small Enterprise Loan borrowers on the similar lines.




Unsecured Business Loan - This product caters to the need
of customers who are into the business of Micro and small
enterprises and require loan for expanding their business
premises/purchase of new machinery, Working Capital,
Debt consolidation (refinance of any loan taken for business
purpose) or any capital investment. Primarily, the businesses
are not registered in this segment. No documentary income
proof and high fungibility with family income and expenses.
In this segment, the tax filling is non-prevalent. No collateral is
required for these loans.

Loan Amount: Rs.1,50,000 - 3,00,000

Interest Rate:24% p.a. declining

Tenure: 12 -36 months

Processing Fee:2.25% of loan amount + Service Tax

Unsecured Enterprise Loan - This product caters to the need
of customers who are into the business of small enterprises
and require loans for expanding their business premises/
purchase of new machinery, Debt consolidation (refinance
any loan taken for business purpose), working capital or any
capital investment. Primarily, the businesses are registered in
this segment. Some formal documents are collected as income
proof, tax-filling done although irregular and moderate
exposure to banking. No collateral required.

Loan Amount: Rs.3,00,000 - 5,00,000

Interest Rate:21-23% p.a. declining

Tenure: 12 - 36 months

Processing Fee: 2.00% of loan amount + Service Tax

Home Loan product variants offered by Ujjivan Financial
Services are briefly as given below.

Home Loans (Informal Segment) — Loan can be utilized for
Construction/Purchase of a home. In this segment, there is
non-availability of proper documents to assess income. The
income range is Rs.15000-Rs.50000 per month. Average ticket
size of this segment is 5 Lakhs and average tenor is around
8 years. Loan to Market Value goes up to 70% (actual LTV is
much lesser) and Loan to Estimate can go up to 80% under
this product.

Home Loans (Semi-Formal Segment) - Loan can be utilized
for Construction/Purchase of a home. In this segment, the
income is partially documented. The income range is Rs.20000-
Rs.60000 per month. Average ticket size of this segment is
around 8 Lakhs and average tenor is around 11 years. Loan to
Market Value goes up to 70% (actual is much lesser) and Loan
to Estimate can go up to 90% under this product.

Secured Enterprise Loan - This product caters to the need of
customers who are into the business of small enterprises and
require loan for expanding their business premises/purchase
of new machinery, Debt consolidation (refinance any loan
taken for business purpose), working capital or any capital
investment. Primarily, the businesses are registered in this
segment. Some formal documents are collected as income
proof, tax-filling done although irregular and moderate
exposure to banking. The loan will be secured by residential
building or mixed use (residential and commercial), taken as
collateral.

¢ Loan Amount: Rs.10,00,000 - 25,00,000

¢ Interest Rate: 17-19% p.a. declining.

e Tenure: 36 -84 months.

e Processing Fee: 1.00% of loan amount + Service Tax
e Login fee:Rs.1,500 + Service Tax

Secured Business Loan - This product caters to the working
capital requirements/capital investment/mixed use of micro
and small entrepreneurs for their smooth running of business.
The loan will be secured by residential building or mixed use
(residential and commercial), taken as collateral. (Discontinued
from February'2017)

Loan Amount: Rs.3,00,000-10,00,000

Interest Rate:19.75% p.a. declining

Tenure: 24 — 84 months

Processing Fee:2.00% of loan amount + Service Tax
Log in fee: Rs.1,500 + Service Tax

Home Improvement Loans - The loan can be utilized for
incremental housing work like extension, renovation and
sometimes completion. In extension purpose the works
include addition of rooms in the same floor or in higher
floors. In renovation purpose the works include, roof
conversion, floor elevation, Plastering & Painting, Building of
Compound walls, Portico extension etc. The income range is
Rs.15000-Rs.50000 per month. Average ticket size is around
Rs.3 Lakh and average tenor is around 6 years. Loan to Value
is restricted to 50% and Loan to Estimate can go up to 90%.

Loan Against Property — The end use of this loan primarily
goes for asset creation. There may be mixed usage for
education or business. The income range is Rs.15000-Rs.50000
per month. Average ticket size for the product is Rs.4 Lakh and
average tenor is 8 years. Loan to Value has been restricted to
60% of the Market Value of the property.

PRODUCTS OFFERED LOAN AMOUNT ROI TENOR PROCESSING FEE
Home Loan (Informal Segment)- 515 Lakh 15.75% p.a.|24 to 180|2% of Loan Amount(exclusive
Construction/Purchase reducing balance | months of Service Tax)
Home Loan (Semi-Formal Segment) — 15 Lakh 12.75% p.a.|36 to 180 1.5%ofLoanAmount(exclusive
Construction/Purchase reducing balance | months of Service Tax)
o) 0, H
Home Improvement Loan(Secured) 5.7 Lakh 17.75/) p.a.[24 to 120|2% of !_oan Amount(exclusive
reducing balance | months of Service Tax)
) i 19.75% p.a.|24 to 120|2% of Loan Amount(exclusive
Loan Against Property 3-10 Lakh reducing balance | months of Service Tax)
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Service Quality

Our Service Quality programs implemented over the past
few years have been a key differentiator in the micro finance
sector. Our impressive customer retention rates year on year
are key testimony of our customer centric approach. During
the year 2016-17, we have taken a number of initiatives in
order to upgrade our Service Quality programs for an effective
transition from a lending organization to providing a full range
of banking services. These initiatives are primarily focused
on service quality trainings for frontline staff, developing
customer service related policies, setting standards and
processes for banking services including deposits and
introduction of new software solution and channels.

Customer Service & Governance

Ujjivan as a micro finance institution has always believed in
client protection and fair lending practices. Hence we have
invested significantly on financial literacy programs, customer
awareness on fair practices code, education on ill effects
of multiple borrowing, avoidance of over-indebtedness,
importance of maintaining a healthy credit history, issues
relating to ghost lending and safety of customer information.
We have also trained all our frontline staff on fair practices
code, transparency, respectful treatment of customers,
and grievance redressal mechanism. Ujjivan follows various
guidelines issued by Reserve Bank of India (RBI) on Fair
Practices Code for NBFC-MFIs and has also adopted Industry
Code of Conduct developed by MFIN (Microfinance Institutions
Network). Ujjivan also endorsed “Smart Campaign”-a global
initiative committed to embedding strong client-protection
practices into the microfinance industry, and implemented
adequate global standards of Client Protection Principles.

As we are preparing for providing full range of banking
services that includes deposit products and payment services,
above mentioned customer service and customer protection
framework need enhancements. Hence we have developed
various customer service related policies with the principle
guidelines taken from regulatory sources like the master
circular on customer service & banking ombudsman scheme
by Reserve Bank of India and various model policies of Indian
Banks Association. The policies which were developed and
incorporated are a) Customer Service Policy b) Customer
Grievance Redressal Policy ¢) Policy on Avoiding Misselling
d) Comprehensive Deposit Policy e) Customer Rights Policy
f) Customer Compensation Policy g) Policy on Fixing Service
Charges, and h) Citizen's Charter. Frontline staff who will take

up rolesin '‘Bank Branches' have been trained on above policies
for effective implementation. The customer service aspects
will be monitored by the Small Finance Bank through Customer
Service Committee of the Board, Standing Committee on
Customer Service and Service Quality department.

Customer Retention Programs

Ujjivan has been maintaining a healthy customer retention
rate and observed a marginal Increase from 86.29% to 86.40%
in 2016-17 compared to the previous year despite impact on
our operations due to demonetization and increased credit
bureau related rejection rates from 11.6% in 2015-16 to 14%
in2016-17.

Customer Care Representatives placed in each of our branches
have met over 93,721 inactive customers and retained 41% of
them with repeat loans.

Chart 1: Number of Exit Interviews conducted by CCRs
during FY 2016-17 and retention percentage
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Note: 83,612 customers expressed their willingness to rejoin.
Of these, 45000+ customers were not retained due to multiple
borrowing, bad credit history, migration and other reasons

Customers Grievance Redressal

Ujjivan adopted a well-structured customer grievance
redressal mechanism and provides customers a reliable
and easily accessible interface for timely and fair resolution
of enquires & complaints. Our Board approved policy on



customer grievance redressal aims to minimize the instances
of customer complaints through proper service delivery and
review mechanism. Ujjivan provided multiple levels of contact
and escalation points for customers to seek prompt resolution
of their queries.

e Customer Care Representatives (CCR) - We have 430
CCRs working in branches as the first point of contact for
the customer for complaint resolution. Due to low literacy
rates and their vulnerable background, our customers found
it convenient talking to someone face-to-face rather than
calling a remote helpdesk, hence we have given importance
to placement of CCRs in most of branches across the country.

¢ Toll-free Customer Helpline is a second level escalation
point for customer grievances. The Help Desks ensure that all
complaints are tracked, resolved and if required, escalated on
a timely basis.

¢ Grievance Redressal Officer: Each Regional Office has a
Grievance Redressal Officer (GRO) for 3rd level escalation;
GRO monitors customer grievances at the regional level and
is responsible for ensuring timely resolution of all complaints
received directly and through CCRs and Helpdesks.

* Outbound Calls: Ujjivan offered Welcome & Service feedback
calls to all new and repeat clients after loan disbursements.
This is to seek their feedback on quality of our services, turn-
around-time and employee behavior. The customer complaints
received through these outbound calls were also documented
and resolved by our grievance cell.

¢ Call-back Requests: We have provided an option in our
website for customerswho wish to raise enquiries or complaints
by submitting ‘call-back request’ using our web page. All these
requests are being attended by our regional helpdesk teams
through outbound phone calls. We have received 344 call-back
requests during the year 2016-17.

Chart 2: Customer Enquiries and Complaints attended and
resolved during the year
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Table 1: Statement of Customer Complaints received and
resolved during the period Apr 2016 to Mar 2017

FY 2016-17

Disclosure of Complaints Count
No. of complaints pending at the beginning 14
of the year
No. of complaints received during the year 2171
No. of complaints redressed during the year 2072
No. of complaints pending at the end of 113
March 2017
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As part of transitioning from MFI to Small Finance Bank, we
have enhanced our grievance redressal mechanism by placing
Nodal Officers in all 4 regional offices and Principal Nodal
Officer at corporate office.

Assessments:

Ujjivan underwent the “Code of Conduct Compliance
Assessment” during December 2016. The assessment was
conducted by M2i Consulting, an independent agency, using
COCA Compliance Assessment Tool. This tool requires scores
to be assigned on the seven Code of Conduct dimensions —
Client Origination, Loan Pricing, Loan Appraisal, Client Data
Security, Staff Conduct, Client Relationship and Feedback
and Integrating Social Values into Operations, across the four
parameters — Approval, Documentation, Dissemination and
Observance. The seven dimensions have been drawn from a
review of the norms prescribed for MFIs including industry’s
code of conduct, fair practices code of RBI and CGAP's client
protection principles (Smart Campaign). The COCA tool also
specifically assesses the MFI for compliance against the RBI's
guidelines and scores it as well. The scores on the COCA
indicators are then scaled down in proportion to the score
received in Regulatory Compliance.

Ujjivan has received composite COCA score of 93% (145.8
out of 157) on seven CoC dimensions and 100% (12 out of
12) scores on adherence to RBI directions which denotes
“Excellent Adherence”.

Understanding the expectations of un-served and under-
served customers from a bank

The unserved and underserved segment of the society
generally perceives that the banking transactions are painful,
unsafe, entail long waiting time in queues at bank branches
and they also face lack of respectful treatment, difficulties
in accessing their funds and poor assistance in filling forms
or carrying out a transaction. Due to these barriers, Ujjivan's
present customer base and large section of lower income
group population don't seek banking services for their day to
day financial transactions. Ujjivan had assisted its customers
to open savings accounts in other bank branches in the last
few years. However, it was evident that these customers have
not been actively using their bank accounts for the reasons
mentioned above. Therefore, our Service Quality programs
focused on changing those perceptions towards banking -an
assurance that ensures:

* Customers are treated respectfully irrespective of the size of
their transactions

* Quick and hassle free services

» Doorstep services to ensure easy access and convenient
banking

e Assisted services across channels for smooth banking
transactions and ensure gradual shift from ‘assisted to self-
service’ model

Service Quality Trainings

As we are into a transition phase from a lending business
to deposit seeking business, our staff requires change in
mindset in order to be prepared for handling expectations
of depositors. We started with “Customer Centricity and
Mindset Change” trainings for front end staff in branches.
The training focused on the skills required to handle different
types of customers and their needs effectively while delivering
new range of banking products and services through a multi-
channel network. The trainings for branch managers, sales
and operational staffs of branches were conducted by Service
Quality on assisted banking services and behavioral aspects
for improving quality of customer interactions. Service Quality
also emphasizes on ‘Internal Customer Service’ which is a



prerequisite for delivering excellent customer experience,
hence the trainings for key support functions within the Bank
were carried out with a special emphasis on promoting internal
customer service.

Customer Relationship Management

Customer Care Representatives (CCR) — enhancing skills
from a Micro Finance role to a Bank Role: Over a period of 7
years we have developed a unique CCR program that provides
abranch one representative who will focus on the needs of
walk-in customers at the branch, their query and complaint
resolution and on reducing customer dropout rates. One of
the major achievements of the CCR project was achieving high
customer retention rates through an exit interview process for
dropout customers..

Preparing the existing CCRs for a Small Finance Bank was one
of the key focus areas of Service Quality department during
the year. The CCRs will now be placed at the welcome desk
in ' Bank Branches’ and specifically trained on attending
customer needs and providing assistance in carrying out their
transactions quickly. We have envisioned paper-less banking
concept to make banking transactions effortless and quick.
In case of any forms/ challans are still needed and customers
are unsure of how to fill them, our CCRs and other staff at
branches will assist them for the same. The training of CCRs
are being completed through multiple phases including role
based bank readiness training, technology and regulatory
trainings. A variety of training methodologies are being used
such as interactive sessions with group discussions, role plays
using real life situations, practical technology sessions and
e-learning projects.

* CRM solution:

Until now, a simple complaint tracker was used by Service
Quality team to document, track and resolve customer
enquiries and complaints. The complaint tool was not
integrated with the core banking solution. Entire workflow of
a query or complaint resolution was managed at one point by
Service Quality since the types of customer queries or issues
are simple and very less in lending business. In a banking space,
where full range of financial products and services are offered,
there are variety of customer needs hence we were required
to adopt a robust software solution.

Our new CRM software is capable of handling different types
of customer support requirements such as service requests,
deliverables management (debit cards, cheque books,
statements of accounts), enquiry, complaints and feedback.
The CRM solution enables auto assigning of service requests
to concerned support functions and fulfillment teams, tracks
resolution against prescribed turn-around-time and auto
escalates pending requests. The system acknowledges receipt
of requests or a complaint via text messages sent to customers
and communicates the closure of the issues.

* From a traditional Helpline to 24/7 Phone Banking Unit -
multiple channels For customer support:

We have migrated from a traditional 9 am - 5 pm helpdesk
to 24/7 multilingual phone banking unit with an advanced
contact centre technology. Our customers will not face hassles
of IVR or robotic voice; their calls will be directly connected
to dedicated officers based on preselected language
preferences. The integration between computer telephony
and CRM solution enables phone banking officers to view
customer profile, portfolio and outstanding service requests
which enables appropriate responses to customer enquiries,
thus providing a seamless customer experience.

In addition to phone banking, our customers are provided
with other multiple channels to seek resolutions for their
enquiries, requests and complaints. These include options
such as customer care email, internet banking, mobile banking
and our website where customers can find feedback/ enquiry
templates to filland submit. A dedicated centralized Customer
Care Cell is in place to effectively respond to customer
enquiries received through these alternate channels.




Risk Management

(L&

Tobuildarobustriskmanagement frameworkforitsoperations,
Ujjivan as an MFI had set up an independent Risk Management
department to manage various risks. The department had
addressed inherent risks and developed controls for Ujjivan's
existing lines of business as an MFI. The scope and remit of the
Risk Management department has been enhanced to address
additional risks as it transitions into a Small Finance Bank
and new products and enhanced IT systems and processes
are introduced. To meet this, Ujjivan has procured both an
EGRC and ALM solution to effectively monitor aspects of
Credit, Market, Liquidity, IT and Operational risks. Policies and
procedures to meet the enhanced requirement have been
formulated with the approval of the Board, in addition to the
constitution of independent committees to oversee Credit,
Market and Operational Risk. The Risk Committee of the Board
have reviewed risk management policies in relation to various
risks including portfolio, liquidity, interest rate and operational
risks., Investment policies and strategies, regulatory and
compliance issues in relation thereto are also reviewed by the
Committee.

Ujjivan Financial services as a MFI had exposure to money
market instruments through CPs in FY 2016-17 In addition to
its traditional funding sources from Banks, NCDs and NBFC's
etc. As such the function of market risk was mainly restricted
to ALM. Ujjivan had a unique process to evaluate and monitor
risk at each of its branches. This included an assessment of
both internal and external factors, including quality of credit
portfolio, branch supervision, staff attrition and external
events. A team of field risk staff complemented the efforts of
the team at the corporate and regional offices to generate a
risk score for the branches. Based on the risk scores generated,
the branches that are deemed to be exposed to higher risks
were subjected to greater monitoring and control and the
frequency of audits at these branches was increased. It is this
rigorous monitoring of risk at a granular level that had helped
Ujjivan avert any major crisis that had affected the MFI sector
from time to time.

In compliance with the requirement of Companies Act, 2013,
Ujjivan completed in 2016-17, a review of its Internal Financial
Control (IFC) based on the COSO framework. It is now in
a state of preparedness for ISO 27001 certification and is
implementing Business Continuity measures pursuant to the
requirement of 1SO 22301.




Human Resources

Our Culture:

Ujjivan has a culture based on a set of core values of Integrity,
Transparency, Respect, Professionalism and Teamwork tied
together amidst diversity. Our people have been our vital
energy source, giving us strength every step of the way,
during this metamorphosis into a Small Finance Bank. For us,
it has been a journey of striving to work for the development
of our customers. We also practice an open door policy
where employees are free to put across their ideas to foster
transparency, fairness, integrity and innovation within the
organization.

Ujjivan believes in the purposeful involvement of employees
at their workplace so that they can make a difference & give
back to the community and make a positive impact.

Described as a Great Place to Work by employees (a fact
validated through external platforms), Ujjivan has always
invested in its people. Since inception, we have always
believed in building a culture of trust in our processes &
functions throughout the organization. As a result, we have
grown together as an organization which is “Born of Trust”
and are known for our service excellence. We have been able
to achieve this by being a people-oriented organization. At
Ujjivan you will see that all employees share a unified vision
& purpose — the HR Team has been successfully enabling this
through its initiatives & communication channels.

Employee First

At Ujjivan, we believe in Employee Power & “Employees First”
is our motto. We believe that happy employees create happy
customers. Employees at Ujjivan feel cared for & valued. All
employees here take a lot of pride in doing meaningful work
& bettering lives. Ujjivan tops the chart in Customer Service
& Customer Retention Ratios across the Banking & Financial
Services Industry.

In this entire journey of transformation from microfinance to a
SmallFinance Bank we have ensured professional development
is accorded the highest priority so that the employees feel
valued and their skills are being nurtured to take over future
roles within the organization.

In alignment with the motto of ‘Employees First’, our Banking
Services was first launched to our employees before it was
opened up to our customers and the general public. While we
transitioned into becoming a Bank, we always worked with the
prerogative that new opportunities & roles will first be given
to the existing employees before opening it up for external
hiring & talent acquisition. Besides communicating this, the
HR Team has also proactively engaged in assuring employees
that there would be continuity of service and preparing the
employees for their collective growth with the transition.




Employee Engagement
In order to create a conducive environment for young mothers
who are employed at Ujjivan, we have been providing on-site
day care créche facilities in our corporate office since 14th of
June, 2016. It also provides state of the art infrastructure and
services to the new -borns and toddlers.

Celebrating Together

Ujjivan has a strong culture of celebrations. All occasions
are celebrated with great fervour and excitement at Ujjivan
Regional Offices and branches. A few examples of such
celebrations include:

e Successful IPO & Listing of the company

« The Great Place to Work ranking

« Receipt of the “in-principle Approval” from the RBI to set
up a Small Finance bank

« Receipt of the Small Finance Bank License from RBI

« All other regional & religious celebrations & festivals

The Leadership is actively involved in these celebrations and
key events were telecasted live to our employees across all
regions in India. The HR Team has always been involved in
proactively enabling such initiatives. A campaign called “We
are Now Bankers” was initiated to heighten pride among our
employees as we began operations as Ujjivan Small Finance
Bank.

Being a “Great Place to Work”

Based on our survey results & the study conducted in 2016, we
are ranked 3 in India’s Best Companies to Work For & ranked
10t in Asia’s Best Large Workplaces List.

Here are a few Facts we take pride in being the 10" Best
Large Workplace in Asia.

 We are the Highest Ranked Indian Organization on this list.
« This is what the Great Place To Work Institute says about
this study:

“The Best Workplaces in Asia list recognizes organizations in the
Asia region that are dedicated to sustaining high-trust cultures
for their employees. These workplaces are distinguished by their
extraordinary levels of trust, pride, and camaraderie. Putting
their people first is a key priority for these companies and it is this
commitment to providing strong, caring, and innovative cultures
that we celebrate with our Best Workplaces in Asia list.”

(Source: http.//www.greatplacetowork.net/best-companies/best-workplaces-in-
asia/best-large-workplaces-in-asia)

It is our constant endeavour to support our employees at all
times of needs. One such momentous occasion came up as
the country grappled with the aftermath of demonetization.
With ATM's unable to dispense cash and banks running out
of money, we stepped in to support our employees and cash
salary advances were extended to employees in addition to
getting our partner banks to extend mobile ATM services
to our staff in the offices. This well timed and well-meaning
gesture helped our employees focus on supporting our
customers well and focus on their work through the turbulent
phase of the nation’s transformation.

Besides this, we ensure that employees availed compensatory
leaves when they put it extra working hours; conducted de-
stress activities & also actively resolved grievances. It was
evident during this period that the leadership actively invested
in the well-being of the staff, especially the field staff. Various
initiatives conducted by HR at the branches like de-stress
activities, hours of fun etc. helped in tackling periods of stress
and crisis.

No stone was left unturnedin reaching out to our branches and
employees, especially in the distressed areas. Communication
channels remained open and empowered — through this, staff
found additional support and resources to tackle sensitive
issues and customer issues.

Attracting Talent

There was an increased focus on recruitment to keep pace
with the rapid growth of the microfinance business and to
prepare for the bank transition. To meet the talent needs of
the organization and in preparation for the SFB branch roll
outs, we on boarded 4092 new employees during the FY 16 —
17. We hired across all organizational levels and ensured that
the people on boarded in time.

Management Development Program

Ever since 2008, Management Development Program’s
(MDPs) have been a focussed induction program for fresh
management graduates. We shortlisted 118 Management
graduates during the FY 2016-17 who willundergo a structured
programme(“Ujjivan Gurukul”), in the current year familiarizing
them with the Ujjivan ethos, values, business & operations.

Talent Management:

Last year was a year of great importance for Ujjivan as we
transitioned into a Small Finance Bank. The transition entailed
a lot of challenges, including on-boarding new talent and
retaining the existing talent. However, Ujjivan succeeded in
achieving a remarkable 83.9% retention rate against 75%
industry average. 87% of our employees are engaged in field
levelinteractions with customerswhichinvolves understanding
the customers financial needs and catering to the same.

» Career Opportunities - Internal Job Postings (I1JPs) and
Employee referrals

At Ujjivan, 1JPs & employee referrals are vital source of
recruitment and have helped in sourcing talent for various
critical banking positions. In the FY 2016-2017, once the new
organizational structure for the bank was finalized and list of
job roles were identified, the opportunity to take up new roles
was opened to the existing employees through internal job
postings.

Several IJPs were rolled out for different banking roles and
overwhelming responses were received from employees
across various departments. To ensure suitable candidate
fitment a robust framework of screening was developed which
included the employees’ past performance in the organization,
performance in aptitude tests, supervisory feedback and
interviews.

Rewarding Our People:

* Compensation Philosophy

Ujjivan believes in paying its employees in an equitable and
fair manner. We endeavour to link our rewards package to the
individual's profile, performance and role.

Our endeavour through our Rewards package is to support the
organizations efforts to build a meritocratic organization.

* Employee Benefits

Ujjivan believes in offering great benefits to employees to
ensure that employees have increased efficiency and have
higher commitment to meeting the company's goals. We
started the year with a comprehensive benefits portfolio
which ensured all employees of the organization had benefits
that supported every stage of life and help plan for the future
as well.



The implementation of our people strategy started during FY
16-17 in preparation for meeting the requirements as a bank.
Thisincluded a lot of efforts to streamline our benefits to align
to banking standards. We attempted to automate our benefits
enrolment and the response from employees to this initiative
was overwhelmingly positive.

In the month of June 2016, my spouse suddenly fell ill and
required an emergency hospital admission.

With the cooperation that | received from the organization
and various teams (HR & our Insurance Service Providers) | was
able to get treatment for my spouse from a reputed hospital
at zero cost.

Thank you UJJIVAN HR Team for your great support. — Mr.
Prabir Kar (Officer — CMS Operations)

* Rewards

As a part of the transformation journey from an MFI to a Small
Finance Bank, Ujjivan found that a lot of new roles relevant to
SFB were being created and current jobs were undergoing a
significant change. The organization rolled out a new grade
structure by evaluating all unique jobs in the organization
through a scientific, analytical and job centred process. This
was done keeping in mind the industry norms for the various
verticals we operate and the job families.

In another significant preparatory step the organization
benchmarked its salaries against the industry to ensure that we
pay our people in accordance to banking standards. A detailed
study of the compensation structure of the organization
was also undertaken and salary changes were recommended
basis several factors including the quantum of job change in a
position in the SFB.

« Employee Stock Option Plan (ESOP)

Ujjivan has offered Stock Options to its employees since
its early days. The stock options are not limited to senior
employees but also extended to employees at all levels based
on the employees’ performance. Out of total 6098 employees
who have been granted ESOPs, 764 employees have exercised
their options. Last year we granted ESOPs to 3880 eligible
employees based on their performance.

We successfully launched our IPO in May 2016, post which, a
lot of excitement was seen amongst the employees to exercise
their vested options under different schemes.

ESOP Scheme No of emElchlgis granted | No of employegsé \t/\;]f;oEg%/S S:;SSEd some part

ESOP 2006 22 10
ESOP 2007 46 30
ESOP 2008 204 93
ESOP 2010 1144 373
ESOP 2010 for FY11-12 2127 545
ESOP 2015 2817 276
Additional grant under ESOP 2015 3880 0

Employees’ speak on ESOP:

“I am working at Ujjivan for the past ten years.
Ujjivan has played a major role in improving
my standard of living. | was unable to have any
savings out of my salary earlier. But ESOPs given
by Ujjivan helped me earn a lot when I sold it. My
family is also very happy as it helped me buy a
property, which was my dream” -Ramu S (Branch
Operation Officer-South)
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“The day | received ESOP’s from Ujjivan, it was
a memorable day for me. I strongly believe that
this is not only an appreciation for my work but
is a huge responsibility. After selling some part
of ESOPs, | have purchased a small flat for my
family. This was a dream come true for me after |
have received the ESOPs” -Milan Panda (Officer
Administration-East)




Learning the Ujjivan Way:

When Ujjivan first embarked on its exciting journey of getting
the coveted Small Finance Bank license, we made some clear
decisions. Ouremployeesare precious to usand we have always
looked for ways to add value to their work and life. Hence we
decided to build our internal talent to scale up to certain key
roles in the SFB. We recognized the inherent challenges that
came with these decisions since we had limited time and an
audience which till date was accustomed to working in the MFI
space with minimal or no exposure to Banking.

Ujjivan as an MFI excelled in its learning since it successfully
ran various interventions both at the branches and backend.
However, what we now needed was bigger and more complex
since it involved both mind-set change and knowledge
enhancement in a completely new space. The intense learning
roadmap for entire process of transition training was organized
under the following areas:

Managing Change

*Moving from MFI to
SFB-Reasons and
Impact

* The new Organization
Structure

* The demand for a new
mind-set- Mission and
Goals

Enhancing
Knowledge

*What is an SFB?

e Knowledge, Skills and
Attitude required for an
SFB

e Role Specific Processes
and Services

e Risk and Compliance
eTechnology

*Obligations as an SFB.
For ex: Risk and
Compliance

The idea was to conceptualize the learning roadmap for the
transition centrally in alignment with the other functions
and the overall strategy for SFB branch roll-out. Some of the
directives for the Learning and Development team were:

« Building the new customer service mind-set

* Building role-based operational competency

« Building the technology competency

* Building the Risk and Compliance knowledge

« Cultural alignment of existing and new employees

It became imperative to encourage our people to start
thinking like Bankers. Training plans were developed based
on the analysis of training needs conducted in consultation
with various businesses. A host of training programs were
developed and delivered which was a healthy mix of internal
and external interventions which empowered our existing
staff to take on new SFB roles.

Ujjivan conducted 7615 Change Awareness trainings totalling
to 30,456 man hours. Ujjivan had also conducted forits branch
roles 2763 ‘basics of banking trainings’ totalling to 99,468
man hours and 733 Branch roll out training covering Branch
readiness, branch technology and branch regulations totalling
to 25,040 hours, 14,848 hours and 7,520 hours respectively.
For back end and control functions 1,045 employees were
trained in ‘Basics of Banking’ totalling 25,080 hours.

During transition to the Small Finance Bank, our MFI and
Business-As-Usual training continued. Since we employed a
number of people across roles and functions, it was important
to align cultures and create familiarity with the MFI business.
We trained 3,249 employees over 4,30,208 hours as part of
the MFI branch induction training.

In addition to Induction, we conducted several workshops such
as Interviewing Skills, Facilitation Skills and other Leadership
Development programs.

Technology based Processes:

Technology in HR has played a vital role in managing employee
life cycle processes based out of diverse geographies.

The role of technology was more pronounced during transition
to Small Finance Bank. We were able to successfully conduct
IJP tests online through, the Learning Management System
(Moodle) covering 3500 applicants leading to time and cost
savings.

It was and still continues to be widely used to disseminate
several banking related trainings to the entire Ujjivan employee
base.

Our transition to a bank called for stricter process controls
within the HR domain and improving the ease with which the
employee can access the HR software. Hence we sought to
upgrade our current HR management software with Ramco
HRMS. With the introduction of the HRMS several of the HR
processes such as recruitment, PMS which erstwhile were
being done manually would be automated. This would increase
the efficiency of the process by reducing the man-hours spent
on manual tracking and improving transactional transparency.
The predictive capabilities in HRMS would also provide focused
direction to drive our employee engagement efforts.

The predictive capabilities in HRMS would also provide focused
direction to drive our employee engagement efforts.

Success Stories

My journey with Ujjivan started on 15t April 2008
as a CRM in Madangiri Branch in Delhi. Within
a year | was promoted to a Program Manager
for the Uttarakhand location and worked on
surveys and Branch opening in Uttrakhand and
Uttar Pradesh. In 2010 | was promoted as Area
Manager for Uttar Pradesh and Uttrakhand.
In 2012 | was transferred & promoted as
Distribution Manager for Gujarat.

Working in Ujjivan you never feel that you are doing a job,

you feel like it is family - openness, friendly culture and easily

approachable to senior management for any guidance and

support when you need. It also gives opportunity and space

to do things with new way also — Abhishek Kr. Sharma
(Distribution Manager — Gujarat)

| joined Ujjivan as Program Manager and
handled 3 branches for unsecured business.
| have always been very happy about the
customer centricity at Ujjivan. Ujjivan has a
great working environment and | am proud to
be a part of it. I performed to my level best and
got transferred as the Cluster Branch Head for
Whitefield Bank Branch. It was a dream come
true for me to work in a Bank .Ujjivan has given me this great
opportunity for the growth in my career and personal life.
Thanks to Ujjivan! - Murali Rai S (Cluster Manager- Whitefield
— Karnataka- South)




Community Development Programs

Ujjivan initiated Corporate Social Responsibility projects under the banner of “Community Development Programs” (CDPs) from
2010 - the year we achieved breakeven and even before the CSR became mandatory under The Companies Act 2013. The CDPs
programs addressed critical community needs.

Background

Ujjivan has started CDPs after the first year of profitable operations in 2009-10, the Board of Ujjivan has been allocating part of
the profit to be utilized for community development programs every year. Ujjivan has a unique CSR approach, the community
development projects are being undertaken by each branch rather doing it only at Corporate Office level. This diversification
approach maximized the benefits to communities at all states and regions where we operate. The branch forms an ad-hoc committee
for community development projects every year which involves representatives from customers in local areas. The branch CDP
committee decides the projects to be undertaken for the year considering the critical need of local community. Through this, we
have been supporting shishu mandirs, anganwadis, educational Institutions, local communities, local government institutions, old
age homes and orphanages for creating better infrastructure and essential amenities for children and underserved communities.

Focus on Swachh Bharat Abhiyaan — From past 3 years we have been undertaking community development initiatives focused on
“Swachh Bharat Abhiyaan” — a key project initiated by the Government of India. As part of Swachh Bharat Campaign, the Ujjivan
CDP team helped school children and local communities by building or renovating toilets, sanitation and water facilities in 324
Government Schools across India during FY 2016-17 benefitting approximately 1,44,360 school students.. 62% of Ujjivan CDPs
in FY 2016-17 were contributed towards the Swachh Bharat Abhiyaan campaign. Overall 438 branches have carried out projects
during the year and helped over 242000 beneficiaries.

Drinking water Facility 33 27 66 23 149 34%
Facilities for Schools 11 78 11 32 132 30%
Toilet construction/ renovation 32 10 37 24 103 24%
Health & Hygiene 10 5 2 3 20 5%
Public Facilities and infrastructure 6 1 15 3%
Environmental projects 3 2%
Social Welfare of orphans/ disabled 1 1 1 3 1%
Bus stand construction/ renovation 3 2 1%
Grand Total 100 124 128 86 438 100%
Beneficiaries 63562 46379 90141 42679 242761

Some of these initiatives are highlighted below:

Periyakulam branch conducted toilet renovation and
water facility for Kallar Primary School, in Jayamangalam.
Approximately 300+ students have been facing lack of basic
toilet facility, the present toilet conditions were not in good
state. Ujjivan renovated toilets/ urinals and also provided
water connection. In addition, the branch staff also organized
an eye camp in collaboration with Vasan Eye Care Hospitals. On
the day of handing over renovated toilet facilities, the branch
team also facilitated planting of 500 trees and blood donation
for the social cause.

Maddur branch provided safe drinking water facility to children
of government primary school at Chammanahalli. Ujjivan
provided a water purifier unit to the school which benefited
200+ students.




Amritsar branch provided safe drinking water facility for
school children in Govt Middle School, Fatahpur, Amritsar
impacting 350 students.

s

Ellenabad branch at Amristar constructed a bus stand adjacent
to Mani Ram Jhorar College for the benefit of daily commuters
and college students. This initiative impacted about 400
beneficiaries on daily basis.

Madangir branch has provided two créches to Delhi Council
for Child Welfare. The créches were aided with toys, geyser
and sitting mats for the kids. Both the créches are centrally
managed by DCCW. The smile on the faces of the kids was
immensely delightful and worth the effort.

Parsudih branch installed water purifier facility at Government
Sadar Hospital, Khasmahal approximately 300+ patients will
benefit every day.

Hajipur branch installed Hand pump at Sarai area which would
benefit over 750 people in the locality.

East Nagpur branch contributed sports equipment to Sanjay

Gandhi Nagar School benefitting 700 students for their
integrated growth.

Panvel branch provided study desks to Zillah Parishad Primary
Urdu School of Wadghar, Panvel. Students were used to sit on
the floor. Support from Ujjivan for the benefit of these kids
was highly appreciated by the school authority.

A public ladies toilet in Aundh area was not in usable condition
due to broken commodes and drainage pipes, no electricity
and the surrounding area was full with garbage. The area
has 500 households. Our branch team in Aundh arranged for
cleaning the area, repaired toilets and also provided electricity
connection.

Apart from the CDP programs Ujjivan also contributed
Rs.50.00 Lakh to Parinaam Foundation to execute Educational
Programs (Academic Adoption Program) and Rs.20.00 Lakh to
Prime Minister’s National Relief Fund for the girl child as part
of its CSR activities.



EDUCATION PROGRAMMES

Academic Adoption Programme

Parinaam'’s Academic Adoption Programme was established in
2011 to address the unmet education needs of the children who
live in the city’s slums. The programme focuses on creating a
highly evolved support for their academics and their future. The
key activities undertaken as part of this Program are as follows:

Our Journey

Facilitation of
identity,

address proofs Transportation

and birth to school
certificates

Annual Health Support
check-ups for school
all children education

in the . costs till
programme Acade[lilc children finish
Adoption school

Programme

Enrolment of Children

ks locar e

qusac“:gofsca (Chiller Bank)
for older

Creation of child children
development
corpus through
financial
investments

Starting with 17 students in 2011, the Academic Adoption
Programme has reached out to 392 children this year, and
hopes to be able to support 1000 children by 2020.

Our Partner Schools

The aim of the academic adoption programme is that the
children get the best possible opportunity at education so
that they can dream of a better future and help their families
at a better future. They go to good quality English medium
Karnataka State board affiliated schools. We are partnered
with 29 schools across Bangalore and some schools that our
children attend are

« Indus International Community School
« Chrystel House

* South East Education Trust Schools

« The Whitefield public school

« Narayana e-techno school

« Chaithanya Techno School

« Kendriya Vidyalaya

Achievements of Academic Adoption
Programme in 2016-17:
» The average attendance is 95% from June to November

e 104 children are being supported with Transport
arrangements for going to school

* 85% of the children have completed their saving training
and been given savings boxes. This will be tracked and the
amount saved will be deposited in bank accounts as and
when we open the accounts for them

¢ 90% of the children now have proper birth certificates

¢ 93% of the children have been through a Multi-discipline
Annual Health Camp.

e 113 children whose families did not have access to
electricity were provided with solar lamps through our
Diwali celebration




Ujjivan’'s Support

Twenty four of the children from the Academic Adoption
Programme are sponsored by Ujjivan through their complete
educational journey.

Ujjivan also helps in fund the transport for the children to go to
school. This is very important as sometimes, the lack of ability
to afford transport can make a child discontinue school.

Through 2017-18, we are enrolling 250 new students into the
programme and partner with 15 new schools. We hope that
it will be a catalyst in helping them break the cycle and move
their lives away from poverty.

Parinaam is committed to supporting as many children as we
can through this programme and partners like Ujjivan make
this possible.

As a part of its CSR activities, Ujjivan has contributed a sum
of Rs 50 Lakh in March 2017 to Parinaam Foundation for
undertaking educational programs including the Academic
Adoption Programme.

Higher Education Scholarship Programme

Good quality education in our country is very expensive and
many a time, this is the reason that students from economically
backward families discontinue after Class XII and start
working. This is a dangerous cycle as without education, they
have no chance of a good career or income and they remain
economically backward.

The ones, who do pursue Higher Education, often take high
interest loans from friends, extended families or money
lenders to pay the fees.

This is the gap that Parinaam’s Higher Education Scholarship
Programme hopes to help bridge. By lending a helping hand
though an annual scholarship programme. The objective of the
scholarship is to provide the deserving poor access to quality
higher education, and to allow the economically backward
to manage their debt and save regularly for the education of
their children.

We have in the year 2016-17 disbursed 292 scholarships across
India. Out of this, 105 scholarships were disbursed through
Ujjivan Funding.




HEALTHCARE PROGRAM

To address health shocks among beneficiaries, Parinaam
through its health camps and medical intervention programs
provides access to quality health care services at affordable
costs by networking with healthcare providers.

Health camps

To identify health problems and prevent major illnesses
among its beneficiaries, Parinaam conducts health camps.
A total of 6155 Ujjivan customers and their family members
participated in 30 health camps organized across 4 regions by
the Ujjivan-Parinaam Team; 18 patients were helped to get
Cataract surgeries free of cost; 429 follow-up treatments were
completed.

Medical Intervention program

Ujjivan Customersand family members suffering from different
medical ailments are referred to Parinaam for Medical support.
Parinaam through its network of healthcare providers analyses
the patient’s condition and refers the patients to hospitals
providing quality treatment at affordable costs. It also links
beneficiaries to various healthcare schemes available from
Government and Non-Government organizations to avail free
or subsidized rates in treatment.

In 2016-17, a total of 156 beneficiaries were identified for
medical intervention of which 33 beneficiaries successfully
completed their treatment; 2 cases were funded by Parinaam
and treatment for 32 beneficiaries is under process.

Patients with below mentioned conditions were helped as
part of medical intervention:

e 7 patients with different type of cancers like glandular,
breast, blood, lymphoma, mouth

e 6 patients with heart related surgeries like open heart
surgery, vascular surgery etc.

« 1 patient helped with root canal treatment

e 1 patient helped with burns treatment

e 6 patients helped with general surgeries like hernioplasty,
Colelitiasis and medicines at discounted rates.

e 2 patient helped with Gynaec surgeries like removal of
uterus and high risk pregnancy treatment

e 2 patients helped with nephro treatment like Renal stone
removal

» 2 patients with neurological problems were helped with
treatment at CMC

» 4 patients with Ophthalmological problems like vitrectomy,
cataract, vison correction were helped

o 2 patientswith orthopaedic problems like Vitamin deficiency
treatment, physiotherapy and Jaipur foot were treated

Out of the 33 patients assisted throughout the year, 1 Ujjivan
employee was helped with root canal treatment and 7 family
members of Ujjivan employees were assisted with treatment
for neurological problem, renal surgeries, high risk pregnancy
and jaundice treatment.

Blood donation drives
2 blood donation drives were also organised across 3 States

Gujarat, Maharashtra and Karnataka and 313 units of blood
was donated.




Statutory
Reports &
Financials



FY 2016-17 has been a remarkable year in Ujjivan's history.
We crossed multiple milestones — a very successful IPO,
Final License for SFB and finally the Launch of Small Finance
Bank operations in Feb 2017. We posted a a good financial
performance for FY 2016-17 despite considerable challenges
posed by demonetization and transition.

We present the key highlights here. We have considered
consolidated numbers and ratios for the purpose of the
discussion as below:

Our gross loan book including managed assets grew by 18%.
Our Microfinance vertical registered a stable 16% growth while
we ramped up our new verticals- Affordable Housing Business
and MSE business, both of which saw a substantial growth
over last year. The GL loan book constituted 85% (87% in the
PY) of the overall loan book and the secured business scaled by
333 % over the PY. Demonetization led to a slow-down of
business momentum in Q3 and Q4 post a promising first half.
The strong growth momentum of the first half (59% growth in
loan book over first half of PY) wasimpacted by demonetization
which affected our business volumes and de-railed collection
discipline, affecting our credit quality. Paucity of currency
necessitated suspension of new customer acquisition for both
group lending and individual lending business. We made cash
disbursements to select repeat customers with good credit
track record to smoothen their cash flows. In our first two
months of operations as a Small Finance Bank, we garnered a
deposit franchise of Rs.106.4 Crore including a retail franchise
of Rs.6.6 Crore.

Our focus this year was on rationalization of our existing
branch network prior to transitioning to banking operations.
We opened 4 new branches in the year — 2 each in South and
East and merged 32 branches for operational efficiency, taking
the tally to 457 branches.

Our Operating Expense ratio increased to 8.5% against 7.5%
in the last FY and cost to income ratio increased to 53.8% from
51.0% in the last FY mainly on account of transition costs and
moderate growth in loan book.

Our portfolio quality held up well till the first half of the year
until demonetization disrupted the credit discipline among our
customers, affecting collections and increasing over dues. Our
overall PAR stood at 10.2% in March 2017, while Gross NPA
increased to 0.28% as on March 2017 from 0.15% in March
2016.

The Company mobilized significant external funding of Rs. 6,492
Crore from banks, financial institutions and other sources against
Rs.3,393 Crore in the PY. Regulatory Reserve Compliances (CRR/
SLR requirements) for the Small Finance Bank was the key reason
for the higher quantum of funding this year.

Withincreased capitalization levels on account of a successful IPO
and better credit ratings, Ujjivan was able to raise funds at the
most competitive rates. The average cost of debt and Marginal
cost of debt saw a reduction by 1.6% and 1.4% respectively during
the year, the benefits of which was passed on to our customers
through reduced rates on our loan offerings. Interest rates on our
GL and IL products were consequently reduced by 75 bps.

Our IPO closed successfully in May 2017 with 41 times
subscription and fresh issuance of shares worth Rs.358 Crore
and secondary sales worth Rs.524 Crore. The IPO enabled
compliance with a key pre-requisite of majority domestic
ownership for the Small Finance Bank. We closed the anchor
book of 12,607,081 equity shares at a price of Rs.210 per
share, aggregating to Rs.265 Crore with marquee names of
the industry including ICICI Prudential Mutual Fund, Birla Sun
Life Mutual Fund, UTI Mutual Fund, Tata Mutual Fund, Birla
Sun Life Insurance, Sundaram Mutual Fund and others. A total
of 17 investors were allotted shares worth Rs.265 Crore. The
company got listed on BSE and NSE on May 10, 2016 starting a
new era for Ujjivan and all its stakeholders.

Ujjivan navigated a very successful journey which included new
technology implementation, people transformation, change
management, introduction of channels, products processes
and infra and building new departments for Liabilities,
Treasury, Legal, Channels and Compliances. Ably supported by
the PMO team and guided by the SFB committee of the board,
team Ujjivan undertook this major transition in a seamless
manner.

In accordance with the terms as mentioned in the application
submitted by Ujjivan to the RBI and in compliance to the terms
and conditions on which the RBI has granted an in-principle
approval to set up a SFB, Ujjivan incorporated ‘Ujjivan
Small Finance Bank Limited’ (“USFB") on July 04, 2016 as
a wholly owned subsidiary of the Company. Pursuant to the
application submitted, the Reserve Bank of India has issued
to the subsidiary of the Company i.e. ‘Ujjivan Small Finance
Bank Limited’, the Licence No. MUM 123 dated November 11,
2016 to carry on Small Finance Bank business in India subject
to the terms and conditions as mentioned in its letter dated
November 11, 2016.

Pursuant to the restructuring plan submitted by the Company
to the RBI and compliance of all the terms and conditions
on which the license was granted, the Company inter alia
transferred its business undertaking as a going concern by way
of a slump sale to Ujjivan Small Finance Bank Ltd. on February
01, 2017 and the bank commenced its operations effective
from the same date.

We launched our Small Finance Banking services with 5
branches in Bangalore on 6th of Feb 2017. Our Bank was
inaugurated by Nobel Laureate Prof. Mohammad Yunus,
one of the key inspirations for establishing Ujjivan Financial
Services as a Microfinance Institution.

Ujjivan ranked 10th in the Best Large Workplacesin Asia Listin FY
16-17 and had the honor of being the only Indian organization
in the list. We also ranked 3rd in India’s Best Companies to work
for based in the survey conducted by Economic Times & Great
Place to Work Institute. Ujjivan was also adjudged Top NBFC for
FY 2015-16 for its performance by The Financial Express.

The Platinum Award is the highest independent honor
given for Inclusive Insurance and was presented to Ujjivan
Financial Services after taking into consideration multiple
factors, including the company’s financial inclusion initiatives,
exceptional customer service, insurance penetration and for
covering the highest number of lives through insurance. Ujjivan
was also awarded the SKOCH Order-of-Merit for qualifying
amongst the Top 100 Projects in India.
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Key Performance Indicators

Particulars FY2016-17 FY2015-16

Branch Network 457 469
New Customers 936,941 1,209,276
Borrowers 3,566,993 3,050,369
Disbursement (Rs. Crore) 7,132.3 6,619.2
Average Ticket Size (Rs. Crore) 25,777 22,620
Gross Loan Book (Rs. Crore)* 6,379.5 5,388.6
MFI Gross Loan Book (Rs.Crore) 6,224.6 5,361.1
MSE Gross Loan Book (Rs. Crore) 56.4 6.5
Affordable Housing Gross Loan Book (Rs. Crore) 98.6 20.7
GNPA 0.28% 0.15%
Cost to Income Ratio 53.8% 51.0%
PAT (Rs. Crore) 207.7 177.2
Deposit Base (Rs. Crore) 106.4 0
CASA 3.0% 0
Employees 10,167 8,049

*Includes managed assets of Rs.508.3 Crore in March 2017 and Rs.324.2 Crore in March 2016

*Gross Loan book excludes staff loan

Segment wise Performance

We reorganized our asset business into 3 verticals —

Microfinance, MSE and Affordable Housing for better focus

and accountability. Microfinance includes Group Loan and

Unsecured Individual Loans. We followed a two pronged Composition of Loan Book

growth strategy for the year — moderate and cautious growth = MSE Secured Housing

for our matured business- Microfinance vertical and rapid

scale up of the new verticals- Affordable Housing and MSE. We 81 055 0.8% 11%

decided to consolidate our position in the existing locations L

with minimal network expansion. Increase in productivity and

process efficiencies were envisaged as the key thrust for Group

Loan business as we focused on careful customer selection.

For Unsecured Individual Loans, we focused on effective

graduation of the captive eligible pool of higher vintage group

loan customers with simplified credit and back end processes.

Q4 FY 15-16 Q1 FY 16-17 Q2 FY 16-17 Q3 FY 16-17 Q4 FY 16-17

To ramp up our new verticals, we focused on expanding our
product offering in new locations, product rationalization with
introduction of new products and revision of existing products
based on customer feedback and strengthening of the front
end and the credit staff.

MFI includes Group Loan Portfolio and Unsecured Individual Loan Portfolio

Gross Portfolio Outstanding (In Rs. Cr)

6,588
6,486 6,379

= l l l
Q1 Q2 Q3 Q4

New Customers Acquired

309,773 314,114

194,328
. 118,726
Q1 Q2 Q3 Qa4

2,184
1,879

Disbursements(in Rs. Cr)

1,663

1,407

Q1 Q2

Q3 Q4




Our core GL business, contributing 85% of our Gross loan
book grew by 15% over that in the previous year. Loans to
repeat customers constituted 71% of the business during the
year while fresh business constituted 29%. New customer
acquisition was expected to be moderate this year and lower
than that in the PY primarily in view of focus on transition
to banking. Fresh business had good traction up to the first
half of this year with 10% growth over last year, slowing
down in the next two quarters as demonetization affected
our credit discipline and transition processes progressed
in full steam. Fresh acquisitions was suspended during the
demonetization period and significant support was offered
to our customers during this time including disbursements in
cash helping them smoothen their cash flows and we offered
extended repayment timelines to enable them to acquire
legal tender. Loyalty loans to existing customers enabling
festive period micro trade facilitation added Rs.334 Crore of
business, contributing to 5% of the business. We focused only
on income generating loyalty loans this year. Agriculture and
Allied loan, a new offering introduced last year to cater to the
requirements of the marginal and tenant farmers performed
exceedingly well, growing from Rs.282 Crore in March 2016 to
Rs.794 Crore by March 2017. Group Education loan book grew
from Rs.52 Crore in March 2016 to Rs.118 Crore in March 2017.
There was an increased focus on income generating loans
during the year. 78% of the group loan book was for income
generating purposes against 72% in the PY. We focused on
process efficiencies to reduce customer service time and
optimize servicing costs. We rolled out handheld devices
equipped with loan acquisition software that helped digitize
the loan application process, expedite the query resolution
process, reducing courier and data entry costs and loan turn-
around time.

Transition to an SFB has freed us from some of the regulatory
restrictions on lending policies applicable to NBFC-MFIs. To
ensure that customers are not overleveraged on account of
multiple institutions lending to them, we have retained the
indebtedness cap at Rs.60,000 for branches with PAR >1% and
raised the cap to Rs.100,000 for branches with PAR <1%.

Our micro-individual loans contributed to 13% of our overall
loan book, registering a 21% growth over PY. The key focus
year for the product line was moderate growth and process
efficiencies. Livestock loan was the best performing product
in the line, growing by 47% over last year and contributing
to almost a third of the micro individual portfolio followed
by Unsecured Housing, posting a year on year growth of 26%
and contributing to 36% of the total Unsecured Individual
Loan portfolio. Unsecured Education Loans and Loyalty loans
grew moderately while Business loan growth was nominal.
The product structure for the unsecured individual micro
loans was rationalized and further revised in line with the SFB
regulations, doing away with the Pragati loans. Average ticket
sizes of the unsecured lending business grew from Rs.61,000
to Rs.64,000, while the active client outreach increased from
1.50 Lakh active loans to 2.04 Lakh active loans.

Our Affordable Housing loan book took a big leap, growing by
376% over last year. The product was rolled out in additional
locations for increased outreach. New product variants were
launched based on customer feedback. The biggest challenge
in the Affordable Housing space is the irregular or seasonal and
largely undocumented income from informal sources. Ujjivan
initiated its flexible “Assessed Income Program” to cater to
customers in the informal segment in the semi urban and rural

areas, assessing their income through minimal documentation
— personal discussions, house visits and bringing them under
the ambit of institutionalized lending. Home Construction and
Home Improvement Loans were the largest contributors to
this vertical. We also introduced the “Loan Against Property”
or LAP to accommodate customers who do not qualify for
the core home loan category but have an investment/income
generating activity. Our secured Housing business was
affected due to a bearish real estate market as an aftermath
of demonetization. Challenges in income flow and property
valuation & construction due to uncertainty also affected
volumes. Overall, the collections rate of the Housing vertical
stood at 99%+.

Our MSE business formally took off this year with our loan book
growing by 768% over last year. The Unsecured MSE offering
got good traction from our customers and contributed to
67% of the total MSE loan book. Increase in ticket sizes, new
product offerings, reduction of loan service time, rewards
and recognition programs and lead generation campaigns
contributed to the volume growth. Demonetization affected
our MSE business with suspension of business in UP, Delhi,
Tamil Nadu,Gujarat, and non- disbursal of sanctioned cases
due to deferral by customers, however the collections rate
stood strong at 99%+.

We garnered a deposit base of Rs.106.4 Crore in the first
two months of banking operations from our 15 live banking
branches. The proportion of Current and Savings Deposits to
Total Deposits was at 3% with retail deposit franchise stood
3t Rs.6.6 Crore.

We closed the year FY2016-17 with satisfactory performance
despite considerable challenges posed by demonetization
and transition. Our post —tax profits stood at Rs.207.7 Crore,
againstRs.177.2 Crorein PY,a 17.2% growth, delivering healthy
financial return ratios to our stakeholders. Basic earnings per
share was Rs. 17.8, ROA was 2.9% while ROE stood at 14.1%.

Particulars (Rs. Crore) FY2016-17 FY2015-16

Interest Income 1,225.8 931.0
Other Income 171.8 96.6
Total Income (A) 1,397.6 1,027.6
Operating Expenses 445.4 298.8
Finance cost 542.7 423.5
Depreciation 12.6 8.0
Provision / write off 75.1 25.3
'(l'gt)al Expenditure 1,075.8 755.6
(P;\o_F:gt) Before Tax 3217 272.0
Tax 1141 94.8
Profit After Tax 207.7 177.2

Overall, the total revenue grew by 36% over the last FY to close
at Rs. 1,398 Crore. Our gross loan book grew by 18% over PY
to close at Rs.6,379 Crore despite lower disbursement in Q3
and Q4 in response to unfavorable market conditions in the
wake of demonetization. Demonetization led to a slow-down
of business momentum in Q3 and Q4, political interference
and rumors of loan waiver disturbed the credit discipline
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among our customers, thereby affecting collections. Paucity
of currency necessitated reduction in business volumes. New
customer acquisition for both group lending and individual
lending business was suspended during the period and cash
disbursements were made to select repeat customers with
good credit track record to help smoothen their cash flows.
Our operating costs increased significantly in Q3 and Q4 as
we upgraded our branches and technology infrastructure,
recruited additional manpower for bank specific roles,
rationalized salaries with increments and trained our new
employees and existing staff to facilitate a seamless transition
to banking operations. Our operating costs excluding
depreciation increased to Rs.445 Crore, registering a 49%
growth over that in FY 2015-16. Our Cost to income ratio was
affected as a result, increasing to 53.8% in FY 2016-17 against
51.0% in PY.

Our NPA levels saw a significant rise due to demonetization
related over dues. Collections saw a dip and over dues
increased in November, December and January. Incremental
provisions were made in Q3 on account of demonetization
and RBI dispensation on standard asset provisioning was
considered upto 31st Mar’'17 for over dues originating in Nov
& Dec. Excellent recovery efforts in Mar'2017 led to lower
provision on account of over dues originating in Q4. Overall,
our credit costs rose to Rs.75 Crore in FY 2016-17, a 197%
increase over thatin FY 2015-16.

On the borrowing side, there have been significant
improvements in terms of lower marginal costs of borrowing
for term loans and NCDs. Our average cost of debt has
reduced to 10.6% in FY 2016-17 and marginal cost of debt
to 9.7% against 12.2% and 11.1% respectively in FY 2015-16.
Our finance costs increased significantly in Q4 on account of
higher facilities drawn before transition for regulatory reserve
compliance, registering a 28% increase over last FY to close at
Rs.543 Crore.

As on 31st March 2017, Ujjivan’ s Balance Sheet stood at Rs.
8,479 Crore, an increase of 48% over Rs.5,727 Crore in the
PY. Our on book asset portfolio closed at Rs.5,871 Crore,
registering a 16% growth over that in PY. We garnered a
deposit base of Rs.106.4 Crore in the first two months of
banking operations.

The twin objectives of raising funds for business at lower
interest rates and also ensuring adequate liquidity for the
newly formed bank in its initial phases was successfully
achieved during the year.

We have a well-balanced funding mix of long term and short
term capital market instruments and borrowing facilities.
We raised Rs. 6,492 crore (73% increase over PY) from
banks, financial institutions and other sources. The increase
in borrowings is significantly due to regulatory reserve
compliances (CRR/SLR) requirements for the SFB. Ujjivan's
borrowings (including deposits) as on March 31, 2017 stood
at Rs. 6,398 crore ( Rs. 4,338 crore in PY). During the year we
reduced our dependence on traditional term borrowings and
diversified our funding basket to include Commercial paper of
Rs. 465 crore, Refinance loans of Rs. 736 crore, Securitizations
worth Rs. 836 crore and Non-convertible debentures of Rs.
400 crore at the most competitive rates. The average cost of
debt and Marginal cost of debt have come down by 1.6% and
1.4% respectively as compared to previous year.

The company’s excellent fund management ensured a very
comfortable funding position at all times, even during and
post demonetization, ably supporting the business volumes
and liquidity requirements. With increased capitalization levels
on account of a successful IPO and better credit ratings, Ujjivan
was also able to negotiate and reduce its borrowing cost and
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pass on the benefit to its customers with reduction in lending
rates during the financial year.

CRISIL has re-affirmed Ujjivan's grading at ‘mfR1" in October
2016. CARE upgraded Ujjivan’s Bank Loan rating to ‘CARE A+’
for its bank loan facilities of Rs. 6,000 crore & Rs. 400 crore for
NCD. ICRA also provided [ICRA] A+ long term rating for NCD
of Rs 425 crore. The rating factors in Ujjivan’s consistent and
robust improvement in earnings and profitability in FY 2016-
17 with increasing scale of operations, getting small finance
bank license, geographically well diversified client portfolio
with good asset quality, experienced management and well-
developed portfolio management system.

Ujjivan has a well-established Internal Audit and Control
Systems in place that monitors the company’s adherence to
policies, procedures and systems. The Board Audit Committee
reviews the adequacy and effectiveness of the internal
audit function, including the structure of the internal audit
department, annual audit plan, staffing etc., and ensures an
effective and independent review process.

The Internal Audit Department is responsible for monitoring
and evaluating the effectiveness of internal controls of
the organization and provides independent and objective
assurance to the Board. The IAD undertakes comprehensive
audits covering branches and all business and support
functions as per the Board approved Annual Audit Plan. The
Annual Audit Plan is drawn up based on the Risk assessment of
the auditable units and the audit frequency is decided based
on the risk profiling of these units.

Ujjivan has a strong and well trained audit team in all the
four regions headed by the Regional Audit Managers. The
Regional audit team executes branch and field audits as
per the Risk based audit plan. Each branch is audited 3 to 4
times in a financial year, based on the risk of the branch. The
comprehensive audits spanning 10 to 14 man-days, covers
end-to-end branch processes, loan documentation, statutory
compliances and independent customer visits. Based on the
audit observations and scores, branches are assigned audit
rating for Group Lending and Individual Lending Businesses.
The branch audit rating forms a key component for annual
performance evaluation of the Branches and the staff. The
Internal Audit team also carries out other key activities such
as area cross-checks for all new branch openings, survey
of branch working areas, negative area cross-checks, fraud
investigations, fixed assets verification and special audits.

Internal audits at Regional Offices and Head Office is carried
out on a quarterly basis by a Board-appointed independent
audit firm, covering all key functions including HR, Operations,
Credit, Administration, Finance and Accounts etc. The firm
also audits the company’s adherence to all Statutory and
Regulatory Guidelines that have been prescribed for NBFC-
MFls. The scope of various audits are reviewed and continuously
modified to keep pace with a dynamic business environment.
A strong compliance monitoring mechanism ensures that
all critical issues are tracked until closure within specified
timelines. All significant audit observations of Internal Audits
and follow-up actions are reported and discussed by the Board
Audit Committee, which meets every quarter. Monthly audit
updates are also circulated to the Board, summarizing audit
trends and critical issues.



Preventive Vigilance, targeted at controlling cash loss, and
moving towards predictive approach in our asset business was
the key focus area for this year.

During the year some of the branches witnessed cash loss cases
especially break-in-theft, robbery and snatching in pockets of
Haryana, Odisha, UP, Uttarakhand and Rajasthan. We were
able to curtail snatching incidents in UP and Uttarakand with
introduction of preventive measures.

Major problems faced during the demonetization period were
external interferences influencing the borrowers against
repaying and false complaints against field staff. Maharashtra,
UP and Bengaluru faced overdue problems due to certain
external forces trying to influence the customers and thus
throwing a major challenge to the industry in particular.
Vigilance team actively participated by way of meetings with
local community leaders and government officials to thwart
the negative influences. Concentrated efforts are underway
to bring down the overdue numbers.

Risk Containment Unit (RCU) contributed to the expansion of
Secured lending business across India through timely support
to the vendors and through on-shore activities including
sampling in host locations. Timely and regular flagging of
fraud & negative cases helped the Secured lending vertical
understand local risks and introduce preventive measures,
thereby paving way for a healthy portfolio. Processes
and Manuals for RCU were upgraded in line with banking
requirements. During the year, we had the highest recovery
of claims of insurance, a result of timely coordination for
insurance surveys, investigations and documentation. The
team actively participated in handling issues arising due to
Demonetization and provided continuous support to the
collection initiatives across regions.

Going forward, the key focus shall be the consolidation
of the Vigilance and Risk Containment Unit vertical and
transformation into a function well attuned to banking
requirements. We will focus on preventive and predictive
controls to minimize cash losses & frauds, by upgrading the
security, introducing procedural changes in Bank branches
operating structure, policy implementation, training of staff,
regular checks, etc.

Ujjivan has an independent Risk Management department to
manage various risks including Credit, Market and Operational
Risk. The scope and remit of the Risk Management Department
has been enhanced during the year to manage all the relevant
and material risks.

e Our existing robust credit risk management process was
enhanced to address the developments post demonetization
for the microfinance vertical

¢ New risk management processes were introduced and
developed to face the challengesin the banking environment

« Qur operational Risk processes evolved to include liability
and new asset products

¢ Market Risk and ALM framework was also developed to
address the changing funding requirements as an SFB

e AML and KYC and transaction monitoring polices were
beefed up for regulatory compliances such as mandatory
check on restricted entities at the time of customer
onboarding and enhanced due diligence for high risk
customers

¢ Aseparate unit was created within the Risk Management
department to address IT Risk and Cyber Security

¢ An initial step was also made at scorecard modeling
aimed at sourcing and onboarding customers in the
nascent MSE and Affordable Housing vertical

Demonetization required a more granular approach to credit
risk management. Monitoring of the affected portfolio was
made more granular, at the account level, by each branch within
a district and in every state. A task force drawn from different
control functions and business units was formed for on-field
collection. Evidence of this was the improved collection post
the initial after effects of demonetization. The enhanced risk
management at a granular level helped in policy initiatives that
helped contain the adverse effects on the portfolio.

The vyear also saw the setup of the Operational Risk
Management framework, consistent with Basel lll guidelines.
This included:

a. Increasing transparency and understanding of
operational risk loss by incident reporting;

b. Enhancing the operational risk awareness through Risk &
Control Self-Assessment (RCSA) process or workshop;

c. Improving upon the process of early warning signals by
effective monitoring of Key Risk indicators (KRI)

d. Facilitation of speedy resolution of risk issues through
eFEective tracking of issues and follow up on action
taken

e. Reporting in the form of dashboards to ensure that
relevant operational risk management information
is identified, captured, analyzed and distributed to
appropriate levels across organization to enable
effective, informed and timely decision making for a
robust control environment.

Ujjivan also went through comprehensive Internal Financial
Controls (IFC) review, including review of both operational and
financial controls

Financial year 2016-17 has been a challenging year in the
history of Ujjivan. During November'16, the government
demonetized the existing 500 and 1000 rupee notes. The new
currency was in short supply leading to restrictions on cash
withdrawal and a cash crunch during the ensuing months. This
had significant impact on the microfinance sector which deals
with a borrower base that predominantly earn their wages/
incomes in cash.

The first impact has been on the collections for the MFI
Industry which dropped to 86% from its standard collection
rate of around 99%. While banks were allowed to collect
old notes, the NBFCs including NBFC-MFIs were not allowed
to do so which led to higher level of defaults for NBFCs.
Consequently the collection discipline was derailed resulting in
higher PAR & Provisions during the year. The RBI dispensation
on classification of NPA (allowing a further 90 days over
the 90 days overdue norm for classification as an NPA) was
misconstrued and deemed as repayment holidays, adding
woes to the already affected situation. This was further taken
advantage of by local politicians in states of UP, Maharashtra,
Uttarakhand and Karnataka.

Our NPA levels saw an increase during the last two quarters
due to local political interference and rumors of loan waiver
disturbing the credit discipline among our customers affecting
collections during the period. The groups have fragmented
and group members across these areas are largely influenced
by local and dominant group/center leaders who thrive on any
sort of financial gain.

Repayment Rate

99.9% 99.8% 99.8% 99.8%

100.0% - 97.9%
99.9% 99.7% 99.7% 99.69 96.7%
96.0%
92.0%
88.0%
88.2% 88.5%
84.0%
Mar'15 Mar'16 June'l6 Sep'16 Dec'16 Mar'17

== Cumulative Repayment Rate Monthly Repayment Rate
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Livelihoods of many of our customers across selective
segments were impacted:

* The salaried segment received salaries in advance in old
notes, their cash flows were badly impacted on account
of this since these notes were not valid. Many factory
employees lost their jobs.

¢ The micro and small enterprises faced a severe downturn
in their business or were shut down on account of
disruptions in the supply chain which is mostly cash driven.
Income levels dropped all of a sudden which laid stress on
their household cash flow management

 Similarly in Agriculture, the sales, transportation and
distribution of agri produce to mandis/wholesale markets
is dominantly cash driven and the cash crunch led to
disruptions in supply chain impacting the sales volumes
and increased wastage of perishables resulting in lower
revenues and lower repayment capacity.

Since March 2017, there has been improvement in the
customer’s ability to pay their installments, however, not all
past due installments have been paid up. As a result, loan
installments of such customers for the previous months are
getting adjusted against the amount received. Due to this lag
factor and until an account is normalized, there is a significant
portfolio which will continue to be NPA during current financial
year. Important point to note here is that the NPA is largely
coming from states which have/are seeing errant political/
external interference misleading and forcing customers to
default.

Incremental provisions were made in Q3 on account
of demonetization, RBI dispensation on standard asset
provisioning was considered for over dues originating in Nov
& Dec. Recovery efforts and changing macro environment in
March-2017 led to lower provision compared to projection in
Q4. Overall credit costs stand at Rs. 75 Crore in 2016-17, an
increase of 197% from last FY.

A number of initiatives have been taken to control credit
losses. Cross functional task forces have been constituted
across all critical clusters to monitor & support recoveries.
Customer forum meetings are being organized to engage with
overdue customers and communicate with them regarding the
importance of repayment continuity and its impact on future
loans, our conversion to a small finance bank which will help
them avail of banking services in the near future.

We offered extended repayment time for customers,
continuing a healthy relationship with them during such testing
times. Ujjivan pamphlets were distributed to all customers. We
also ensured continued service to good customers by providing
them with repeat loans. Loan rescheduling options have been
provided selectively to borrowers in financial distress.

Paper Ads and Radio Ads were released across India informing
customers of their continued liability towards MFIs and that
we are regulated by the RBI. We have actively engaged with
MFIN(Micro Finance Institution & Network) to take action
against local representatives creating trouble, spreading
rumors and organizing rallies.
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Extensive media outreach was undertaken to create awareness
about our transition to a bank. Though the recovery trend is
positive, it will take a few months to achieve normalcy in terms
of collection efficiency. We remain focused on servicing the
underserved and unserved and it is our endeavor to diversify
portfolio risk based on geography as well as customer
segments.

In our pursuit of process advancements, as planned, the
business rule engine wasimplemented which has strengthened
the credit check and underwriting process. We continue to
build and leverage on technology to gain better insights on
customers, their credit behavior, understanding recovery
trends, ensuring accurate credit sanctioning etc., that will help
us construct relevant strategies and enable strong monitoring
of the same.

Our customer centric service quality initiatives have evolved
over the years, strengthening our customer connect and
retention, client protection, fair practices and grievance
redressal. As a micro finance institution, our commitment to
quality customer service have progressed a long way since
establishment of the 3 point customer grievance escalation
matrix in 2011, comprising of branch level customer care
representatives, a national toll-free helpline and regional
level grievance redressal officers to the adoption of the Code
of Conduct and Client Protection Principles of RBI, MFIN and
Smart Campaign in 2013, graduating to the establishment of
a professionally managed in bound call centre in 2014 and
outbound call centerin 2015

* More than 93,700 dormant and dropout customers were
met by Customer Care Representatives (CCRs) for exit
interviews and 41% (38,043) of them were retained after
addressing their concerns

e Customer Retention rate for Mar'17 stood stable at
86.4%

With our foray into Small Finance Banking operations in Feb
2017, our service quality programs are increasingly attuned to
sensitizing our customers to banking services, dispelling their
prejudiced notions of long wait time, disrespectful behavior of
bank staff and difficulties in executing transactions. Quick and
hassle free service with dignity, assisted services across service
channels for seamless banking transactions, graduating to
‘self-service’ model are our mantra for customer service. Key
initiatives taken this year towards furthering our customer