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fy23 was an eventful year for the 
bengaluru-headquartered ujjivan 
Small finance bank Ltd (uSfbL). 

Having come into existence on 1 feb-
ruary, 2017 as a Small finance bank, 
uSfbL achieved remarkable perfor-
mance during the year.  With a balance 
sheet totalling R 33,317 crore, the bank, 
headquartered in bengaluru and pro-
moted by Samit Ghosh-founded NbfC 
ujjivan financial Services Ltd, saw a sig-
nificant expansion of 41 per cent com-
pared to R23,612 crore in fy22.

Similarly, disbursements increased 
by 42 per cent to R20,037 crore, the 
gross loan book grew by 33 per cent to 
R24,085 crore, and total deposits swelled 
by 40 per cent to R25,538 crore. retail 
term deposits of the bank surged by 69 
per cent to R10,118 crore. The bank’s 
total income increased by 50 per cent 
year-over-year to R4,754 crore, accom-
panied by an impressive profit after tax 
(PaT) of R1,100 crore. One of the key 
achievements was the significant reduc-
tion in gross non-performing assets 
(NPas) from 7.1 per cent at the begin-
ning of the year to 2.6 per cent at the 
end of fiscal year 2023.

Having turned around in fy22, 
uSfbL expanded its branch network 
by adding 54 new branches in fy23, 
bringing the total to 629 branches. as 
of December 2023, the Sfb boasts 729 
branches (including 577 aTMs and 
over 5,000 electronic Collection retail 
Points) spread across 26 states and uTs, 
covering 321 districts. Notably, in fy23, 
the bank also entered a new state, Telan-
gana, further expanding its reach. The 
bank was recognised by the ‘Great Place 
to Work Institute’ for fy23 and featured 
in the Top 50 ‘Great Place to Work’ in 
both the general category and the bfSI 
industry. With a customer base of 77 
lakhs, the bank expanded its workforce 
by nearly 1,000 employees, reaching a 
total of 17,870. as of December 2023, 
the Sfb employs 21,796 individuals.

“fy23 marked a remarkable year for 
ujjivan as we not only solidified the 
turnaround reported in fy22 but also 
accelerated it, resulting in substantial 
growth. We achieved significant mile-
stones in business performance, with 
deposits exceeding R25,000 crore and 
disbursements reaching R20,000 crore. 
additionally, our customer base sur-
passed 77 lakhs, crossing the significant 
threshold of 75 lakhs. Our profitabil-
ity soared, culminating in a net profit 
of R1,100 crore, positioning us among 

India’s top 200 listed com-
panies in terms of absolute 
net profit,” says Ittira Davis, 
Managing Director & CeO, uSfbL.

“We have established a solid foun-
dation for the future and remain dedi-
cated to further building upon this base. 
Our focus moving forward will encom-
pass investments in technology and dig-
ital platforms to enhance productivity, 
increase the customer experience, and 
drive business growth. additionally, 
we plan to allocate increased resources 

Ujjivan Bank has designed 
bespoke products and 
solutions to cater to diverse 
customer segments

Serving the masses

Davis:  
a customer-centric 

approach
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towards branding and marketing efforts 
to enhance brand visibility and rein-
force the positive work accomplished 
over the past approximately six quarters 
following the Covid-19 pandemic,” adds 
Davis. “In terms of our branch network, 
the Sfb has ambitious plans to add 100 
branches during fy23-24, aiming to 
achieve a gross loan book growth rate of 
25 per cent or higher.

“Our strategy involves customer 
acquisition in the micro-banking seg-
ment and growth in our secured book. 
While our housing segment showed 
robust growth, we anticipate a pickup 
in the MSMe and vehicle sectors dur-
ing the current fiscal year. In fy22-23, 
the MSMe segment underwent a strate-
gic transition towards achieving a more 
balanced portfolio mix. We have intro-
duced our first set of products in this 
segment. We will also focus on expand-
ing our Micro-LaP (Loan against Prop-
erty) book, primarily by promoting the 
progression of our micro borrowers. fur-
thermore, a key priority is cross-selling 
vehicle and gold loans to micro-borrow-
ers,” states the bank CeO.

buoyed by the performance in 
fy23, the bank is aiming for a deposit 
growth of over 30 per cent in the cur-
rent year, with a particular emphasis on 
Current account and Savings account 
(CaSa) and the expansion of its granu-
lar book. additionally, it is focusing on 
digital deposits and has made signifi-
cant investments to enhance alternative 
service channels such as Phone bank-
ing, Video banking, and IbMb (Internet 
banking and Mobile banking), mak-
ing them more relevant and produc-
tive. These initiatives are expected to 
yield positive outcomes during the cur-
rent fiscal year. The bank is also looking 
to maintain credit costs below 100 basis 
points and achieve a return on equity 
(roe) of around 22 per cent or higher for 
fy23-24.

Pursuing its roadmap, uSfbL main-
tained its momentum in the current 
year. During 9Mfy24 ending on 31 
December, 2023, CaSa reached R7,556 
crore, marking a 24 per cent increase 
year-on-year. Disbursements rose by 19 
per cent year-on-year to R16,708 crore, 
with disbursements to the affordable 
housing segment surging by 63 per cent 
to R1,554 crore. The gross loan book 
expanded to R27,743 crore, up by 27 
per cent year-on-year. Deposits stood 

at R29,669 crore as of December 2023, 
marking a 28 per cent increase. ujjivan’s 
affordable housing segment loan book 
continued to excel. Net interest income 
rose by 26 per cent to R2,476 crore, while 
PaT increased by 20 per cent year-on-
year to R952 crore.

Maintaining healthy growth
“Our business performance contin-
ued to display healthy growth for the 
ninth quarter in a row. Disbursements 
maintained their strong trend. We have 
expanded our customer reach through 
both physical and digital networks, 
enhancing our product and service 
suite. This, coupled with our intensified 
marketing efforts, further strengthened 
the bank’s liabilities franchise. Despite 
increased competition in the market, 
our total deposits grew by 28 per cent. 
Our focus on diversifying our book 
remains steadfast. We have enriched 
the product portfolio offered by the 
bank and have also been developing 
other high-yielding business segments 
like gold loans and two-wheeler loans. 
although currently small, we anticipate 
rapid growth in these areas, contrib-
uting to the expansion of our secured 
book in the coming quarters. addi-
tionally, we have partnered with a few 
fintech companies, which we believe 
will provide synergistic benefits in the 
future and enhance our product offer-
ings,” says Davis.

“In line with our strategy, the bank 
will continue to expand its physical 
presence across the country. In Q3, 29 
new branches were opened, taking its 
total branch count to 729. In Q4, the 
bank looks to add around 23 more 

branches. We maintain our immediate 
and long-term guidance given earlier. 
The business is on a strong footing. Our 
business momentum remains strong 
and we are confident of establishing ujj-
ivan as a leading mass market bank,” 
adds the CeO.

“uJSfb has been able to sustain its 
growth momentum with both advances 
and deposits growing at a healthy pace. 
New product scale-up in the secured 
business along with focused efforts on 
building the liability effort should keep 
the business growth momentum strong 
over the medium term. The reverse 
merger is nearing its completion and is 
expected to conclude by Q4fy24 post 
the requisite regulatory approvals. Post 
this, the bank will also look to apply for 
a universal banking licence,” says an 
axis Securities report.

uJSfb is gearing up to take the next 
step towards becoming a universal bank. 
as per the rbI, an Sfb must transition to 
a universal bank 5 years after securing 
schedule bank status. To achieve this, 
an Sfb is needs to meet the conditions 
laid down by the central bank. apart 
from being a listed entity and profitable 
for 3 years, the Sfb should not have a 
holding company. To fulfil this require-
ment, uJSfb initiated the revere merger 
process several quarters ago with its par-
ent company, ujjivan financial Services 
Ltd. The order, dated 7 December, 2023 
as pronounced by the NCLT, has been 
uploaded on the NCLT’s website, while 
the remaining procedure is expected to 
be completed by March 2024.

ujjivan financial Services started 
operations as an NbfC in 2005. In Octo-
ber 2015, ufSL received an in-principle 

USFBL remains dedicated to crafting need-based products for each of its segments
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approval from the rbI to establish a 
small finance bank. as a result, uSfbL 
was incorporated as a wholly-owned 
subsidiary. In November 2016, after 
obtaining the rbI’s final approval, ufSL 
transferred its lending and financing 
business to ujjivan Small finance bank, 
which began operations in february 
2017.

In a short span of time, uSfbL has 
made significant strides. It has placed 
great importance on nurturing the skills 
and abilities of its workforce, acknowl-
edging their invaluable contributions to 
propelling Sfb’s progress. additionally, 
it has designed bespoke products and 
solutions to cater to diverse customer 
segments, which aligns with its cus-
tomer-centric approach. embracing the 
digital age, it has broadened its array of 
digital platforms to engage with custom-
ers through various channels, thereby 
enhancing their experiences and opti-
mising its overall operational efficiency.

uJSfb has implemented advanced 
technological platforms to accommo-
date increased business volumes, stream-
line processes, and maintain exceptional 
asset quality. In order to ensure broader 
accessibility, it has also fortified its phys-
ical infrastructure by establishing new 
banking outlets, forming partnerships 
with payment fintech companies, and 
expanding its alternative channels.

“We are committed to serving the 
unserved and underserved segments of 
the population through financial and 
digital inclusion. as an aspiring mass-
market bank, we offer our large cus-
tomer base a wide range of financial 
services and a personalised customer 
experience,” says Davis who is an inter-
national banker with over four decades 
of banking experience in India, the 
Middle east and europe. He was with 
europe arab bank from July 2008 to 
October 2012, initially as its Managing 
Director – Corporate and Institutional 
banking – and then as executive Direc-
tor. He previously worked with Citibank 
in India and the arab bank Group in the 
Middle east.

Leading from the front
Davis has been associated with ujjivan 
since 2015 and has played a pivotal role 
in its transition into a Small finance 
bank. Later, he was the Chief Operat-
ing Officer of the bank until June 2018, 
after which he took charge as the MD & 
CeO of ujjivan financial Services from 
July 2018 to March 2021. He was also 
an additional Director (Non-executive, 
Non-Independent) of the bank from 13 
March, 2021, till 23 July, 2021. Davis is a 
graduate of the Indian Institute of Man-
agement, ahmedabad (1976).

Today, uSfbL is among the leading 

small finance banks in the country, and 
offers a comprehensive suite of prod-
ucts and services alongside a person-
alised customer experience. Over the 
years, it has cultivated a robust customer 
base across asset and liability verticals. 
The bank remains dedicated to crafting 
need-based products for each of its seg-
ments. Its focus extends to enhancing 
services for MSMe customers by intro-
ducing products tailored for the semi-
formal and formal segments, while 
also transitioning towards relationship 
banking. This strategic shift involves 
prioritising the provision of shorter-
term products such as supply chain 
finance, working capital funding, bill 
discounting, and other non-fund-based 
facilities. furthermore, in the housing 
sector, the bank is increasingly tailoring 
offerings to meet local requirements in 
various regions.

During the last fiscal year, the bank 
introduced a state-level collateral policy 
to address the diversity in the real estate 
market and comply with legal regula-
tions across different states. additionally, 
it launched a micro-LaP (Loan against 
Property) product tailored for small bor-
rowers in need of funding. This prod-
uct aims to assist small borrowers and 
their families who have a solid repay-
ment history and the capacity to man-
age higher-ticket loans. furthermore, 

As a responsible bank, Ujji-
van SFB firmly believes in 

creating a sustainable social 
impact. It remains commit-
ted to community develop-
ment and financial literacy 
initiatives through its commu-
nity outreach programs and 
partnerships, emphasising giv-
ing back to society. The bank 
has made significant strides 
in its CSR efforts, with a pres-
ence in 24 states across India. 
Since its inception, it has suc-
cessfully implemented over 
141 projects, positively impact-
ing more than 49 lakh benefi-
ciaries. In FY22-23, it executed 
21 projects, benefiting around 
7.30 lakh individuals. Moving 
forward, the bank is committed 

to making a significant impact 
in the states of Bihar, Madhya 
Pradesh, Rajasthan, and Uttar 
Pradesh (BIMARU). Its flag-
ship CSR programme, Chote 
Kadam, has been instrumen-
tal in addressing the grievances 
of the vulnerable and margin-
alised communities in which 
it operates. It has successfully 
completed 17 projects in 18 
states and union territories, 
benefitting around over 7.30 
lakh people. Through Chote 
Kadam, it aims to improve the 
environment and quality of life 
of these communities while fos-
tering a deeper connection and 
understanding between corpo-
rations and the community. The 
bank gathers feedback from its 

regional teams at the ground 
level and selects projects based 
on their criticality and potential 
impact. Recognising that lack 
of access to basic infrastruc-
ture is one of the many chal-
lenges faced by unserved and 
underserved communities, Ujj-
ivan has designed its commu-
nity development programme 
to focus on several categories 
of public infrastructure facil-
ities, such as:  infrastructural 
support for educational institu-
tions; renovation of healthcare 
facilities; construction of com-
munity centres and bus stands; 
catering to safe drinking water 
needs; provision for  sanitation 
and provision for  solar-pow-
ered street lighting, among 
others. USFBL’s CSR initiatives 
also focus on empowering rural 

women entrepreneurs through 
its association with Savera Soci-
ety. The bank has enabled these 
women to make their own sus-
tainable products, adding 
more and more beneficiaries 
every year. Financial education 
is a fundamental part of its mis-
sion, aiming to provide low-
income families with access to 
the necessary financial tools 
for security and prosperity. It 
has also focused on empower-
ing women from low-income 
households by equipping them 
with knowledge and tools for 
safe savings, minimising finan-
cial risk, and making informed 
financial decisions. In FY22-
23, its financial literacy pro-
gramme, Diksha+, trained over 
1,19,222 customers across 278 
branches.

Empowering communities
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by strengthening its fintech alliances, 
the bank aims to expand its channels, 
thereby reaching more customers and 
providing them with enhanced services. 
New products, such as bank guaran-
tees, have also been launched for insti-
tutional segments, with work underway 
on the development of the working cap-
ital product.

uSfbL is working towards expand-
ing its bulk deposit avenues and seeking 
to increase exposure limits from various 
mutual funds, insurance companies, 
and cooperative banks. On the liability 
front, it is prioritising the implementa-
tion of digital solutions for government 
and institutional businesses, including 
the Public funds Management System. 
“POS and Qr-led acquisition will be key 
areas of focus as the bank expands its 
reach among small and medium retail-
ers. We are continuously enhancing our 
offerings for the aspiring middle-class 
segment by introducing more value-
added products to solidify our position 
as a mass-market bank,” states Davis.

The Sfb bank has established a ded-
icated digital banking team to improve 
customer experience, optimise tech-
nology investments, and minimise 
operational costs. This initiative’s key 
components include digital innovation, 
aPI banking, fintech collaborations and 
partnerships, robotic process automa-
tion, artificial intelligence, digital lend-
ing, payments, digital marketing, and 
data analytics and insights. It aims to 
leverage these factors to enhance overall 
efficiency and effectiveness within the 
bank’s digital ecosystem.

analysts are of the view that the 
bank is actively implementing an end-
to-end digitisation process to enhance 
contactless disbursements and repay-
ments. Leveraging data analytics, uSfb 
is likely to gain actionable insights to 
facilitate well-informed decision-mak-
ing. by harnessing its full-stack aPI 
banking platform, the bank intends to 
collaborate with the fintech ecosystem 
to offer its customers innovative prod-
ucts and solutions. additionally, digi-
tal channels will play a pivotal role in 
acquiring new customers and delivering 
services efficiently.

The bank leverages technology to 
provide a better customer experience to 
the mass-market and aims to expand its 
digital reach within the country. In line 
with this objective, it has introduced a 

novel mobile app called ‘Hello ujjivan’. 
The primary focus of this app is to cater 
to the needs of semi-literate or less tech-
savvy customers who encounter obsta-
cles like language barriers and difficulty 
comprehending banking terminology. 
“These challenges often hinder their use 
of mobile banking services. being the 
first of its kind, the app combines var-
ious advantages, such as a user-friendly 
interface, support for vernacular lan-
guages, visual communication through 
pictures, and voice interactions. This 
unique amalgamation offers customers 
an experience that fosters deeper digital 
penetration,” says a bank official.

Adding value
uSfbL leverages a strategic blend of 
physical and digital channels and part-
nerships to extend its reach and provide 
added value to customers. The bank 
consistently enhances its customer out-
reach through technology enabled 
channels such as video banking, phone 
banking, and business net banking. 
a diverse array of services is currently 
available, with plans for further expan-
sion throughout the year.

The bank manages two in-house 
phone banking facilities that operate 
round the clock with a team of over 
150 phone bankers. These facilities offer 
comprehensive support in nine lan-
guages, serve customers, and generate or 
convert business leads. 89 per cent of the 
over one million registered customers, 
access the services in Indian languages. 
Presently, more than 200 services are 
available through phone banking, with 
ongoing efforts to further enhance the 
offerings.

uSfbL’s ‘Hello ujjivan’ is a bank-
ing app for semiliterate customers with 
Voice Prompts, voice recognition in 
nine languages and eight dialects, and 
visual prompts. The bank has witnessed 
significant adoption of the app from its 
customers, recording over 97,514 down-
loads and 4,800 active users (with a 
minimum of one transaction) as of 
March 2023. This achievement led to 
its recognition for innovation at the 
esteemed aegis Graham bell awards. In 
its pursuit to establish a comprehensive 
remote banking solution that combines 
the benefits of digital technology with 
a compassionate human experience, 
the bank introduced Video KyC. This 
ground-breaking initiative also marks 
its first foray into cloud-based services.

ujjivan has taken a pioneering step 
in the industry by offering customers 
the convenience of signing up for digital 
banking using aadhaar. This ground-
breaking feature significantly reduces 
barriers for non-tech-savvy custom-
ers while ensuring a secure and seam-
less onboarding process. The bank has 
experienced tremendous growth in uPI 
adoption, securing the second posi-
tion among Small finance banks and 
the 32nd position nationwide. further-
more, it is noteworthy that uSfbL ranks 
12th nationwide for technical declines 
on uPI transactions, even it reaches all-
time high transaction volumes as of 31 
March, 2023.

There is no doubt that in a short span 
of time, uSfbL has made impressive 
progress and emerged as one of the lead-
ing small finance banks in the country. 
backed by its digital initiatives and cus-
tomer-centric approach, it has built up 
a strong customer base. It offers its large 
customer base a wide range of financial 
services and a personalised customer 
experience. The bank has broadened its 
array of digital platforms to engage with 
its customers through various channels, 
thereby enhancing their experiences 
and optimising overall operational effi-
ciency. Moreover, it has placed great 
importance on nurturing the skills and 
abilities of its workforce, acknowledging 
their invaluable contributions to propel-
ling its progress. all these initiatives and 
efforts have helped it establish a strong 
foundation and create a distinct pres-
ence in the market.         u
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USFBL has a dedicated digital banking team


