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Annexure - E

BUSINESS RESPONSIBILITY REPORT

SECTION A: GENERAL INFORMATION ABOUT THE COMPANY

1. | Corporate Identity Number (CIN) of the Company

L65191KL1929PLC001017

Name of the Company

The South Indian Bank Limited

Registered address

SIB House, TB Road, Mission Quarters, Thrissur - 680 001, Kerala, India.

Website:

www.southindianbank.com

E-mail id:

sibcorporate@sib.co.in

Financial Year reported:

2019-2020

N | (Wi

Sector(s) that the Company is engaged in (industrial activity
code-wise):

Banking Services
NIC Code of the Service 64191

8. | List three key products/services that the Company
manufactures/provides:

South Indian Bank is a publicly held banking company engaged in
providing a wide range of banking and financial services including
retail banking, corporate banking and treasury operations.

9. | Total number of locations where business activity is
undertaken by the Company

Number of International Locations:

As on March 31, 2020, the bank has one representative office in Dubai

Number of National Locations:

As on March 31st 2020, The Bank had a network of 935 banking
outlets (875 Branches, 54 Extension Counters, 3 satellite branches &
3 Ultra small branches), 1424 ATM/CRM (1325 ATMs and 99 CRMs)
spanning in 27 states and 3 union territories

10. | Markets served by the Company Local/State/National/
International

National / International

SECTION B: FINANCIAL DETAILS OF THE COMPANY

1. | Paid-up Capital (INR):

3180.97 crores

2. | Total Turnover (INR):

38,809.55 crores

Total turnover represents the sum of “Interest earned” (Schedule 13
of the financial statements) and “Other income” (Schedule 14 of the
financial statements).

Total profit after taxes (INR):

104.59 crores

4. | Total Spending on Corporate Social Responsibility (CSR) as
percentage of profit after tax (%)

1.92%

5. | List of activities in which expenditure in 4 above has been
incurred:

e Eradicating hunger, poverty and malnutrition, promoting health-
care including preventive healthcare and sanitation and making
available safe drinking water.

e Promoting Education, including special education and employment
enhancing vocation skills and livelihood enhancement projects.

e Empowering women, setting up homes and hostels for women
and orphans, setting up old age homes, measures for reducing
inequalities faced by socially and economically backward groups.

e Ensuring environmental sustainability, maintaining quality of soil,
air and water.

e Protection of national heritage, art and culture including restoration
of buildings and sites of historical importance and works of art.

¢ Training to promote nationally recognized sports.

e Rural development projects.

* Promoting Financial Literacy.

SECTION C: OTHER DETAILS

1. | Does the Company have any Subsidiary Company/Companies?

NO

such subsidiary company(s)

2. | Do the Subsidiary Company/Companies participate in the BR Initiatives of the parent company? If yes, then indicate the number of | NA

3. | Do any other entity/entities (e.g. suppliers, distributors etc.) that the Company does business with, participate in the BR initiatives NO
of the Company? If yes, then indicate the percentage of such entity/ entities? [Less than 30%, 30-60%, More than 60%]
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SECTION D: BR INFORMATION

1. Details of Director/Directors responsible for BR

a) | Details of the Director/Directors responsible for
implementation of the BR policylpolicies
DIN Number 05332797
Name Mr. V G Mathew
Designation Managing Director & CEO

b) | Details of the BR head

DIN Number (if applicable) -

Name Mr. Thomas Joseph K
Designation Executive Vice President (Operations)
Telephone number +91-487-2420020
E-mail id evp.op@sib.co.in
2. Principle-wise (as per NVGs) BR Policy/policies (Reply in 4 THas the policy been vy vy
Y/N) approved by the
NVGs on social, environmental and economic responsibilities Board?*
of business pre;cribed b_y the Ministry of Corporate Affairs i yes, has it been vy |y
advocates the nine principles (detailed below) as P1-P9 to be signed by MD/owner/
followed: CEQ/appropriate Board
P1 — Businesses should conduct and govern themselves Director?

with Ethics, Transparency and Accountability
P2 — Businesses should provide goods and services that
are safe and contribute to sustainability throughout

5. | Does the Company Y| Y|Y
have a specified

sd committee of the
thel_r life cycle _ Board/ Director/

P3 — Businesses should promote the wellbeing of all Official 1o oversee the
employees _ implementation of the

P4 — Businesses should respect the interests of, and be policy

responsive towards all stakeholders, especially those ¢
who are disadvantaged, vulnerable and marginalized '
P5 — Businesses should respect and promote human rights

Indicate the link for Y] Y Y
the policy to be viewed
online?

P6 — Business should respect, protect, and make efforts to
restore the environment

P7 — Businesses, when engaged in influencing public
and regulatory policy, should do so in a responsible
manner

7. | Has the policy YIY Y
been formally
communicated to all
relevant internal and
external stakeholders?

P8 — Businesses should support inclusive growth and
equitable development

P9 — Businesses should engage with and provide value
to their customers and consumers in a responsible

8. | Does the company YL Y|Y
have in-house
structure to implement
the policy/policies.

manner
9. |Does the Company Y|Y|Y
The principle-wise responses are mentioned below. have a grievance
No. | Question P P2|p3|pafps|pe|p7|ps]Ppo feldfesja' mECha”l'Fm
1. [Doyouhaveapolicy | Y [ Y [ Y[ Y Y[ N[ N]Y]Y related to the policy
olicies for policies to address
P stakeholders'
2. | Has the policy YIY Yy yr-p-fyly grievances related to

been formulated in the policy/policies?

consultation with the

relevant stakeholders? 10.| Has the company Y
. carried out
3. |Does the policy YL Y[ Y[ Y| Y] -]-]Y]Y independent audit/

conform to any
national /international
standards? If yes,
specify? (50 words)

evaluation of the
working of this policy
by an internal or
external agency?
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2a. If answer to S. No. 1 against any principle, is ‘No’, the reasons
for the same have also been mentioned therein.

P1 Sr. No. 3 - The Bank is committed to acting professionally, fairly
and with integrity in all its dealings. The Bank, has adopted a Code of
Conduct for its Board and Senior Managerial Personnel and adheres to
the highest standards of honest and ethical conduct, including proper
and ethical procedures in dealing with actual or apparent conflicts of
interest between personal and professional relationship. The code
of conduct conforms to the Corporate Governance requirements
prescribes under SEBI (Listing Obligations and Disclosure Requirements)
Regulations 2015. The Bank has put in place Whistle Blower Policy
which sets forth obligations on part of every employee for prevention,
detection and reporting of any act of bribery or corruption. The HRM
policy of the Bank mandates not to accept any gifts by the officers or
permit any family member or any other person acting on his behalf.
The Whistle Blower Policy broadly conforms to the standards set by
the Protected Disclosure Scheme of Reserve Bank of India. The Whistle
Blower Policy also confirms to the requirements as stipulated by the
Companies Act, 2013 and its rules. Sr. No. 6 - Code of Conduct for its
Board and Senior Managerial Personnel is available on the website of
the Bank (www.southindianbank.com). The other policies are internal
documents and accessible only to employees of the organization.

P2 The Bank complies with regulations governing its products and
services and has taken initiatives to promote inclusive growth and
environmental sustainability. Sr. No. 3 - The Bank offers wide range of
banking products and services to cater needs of different segments of
customers through an nationwide Branch and ATM network, mobile,
phone, internet and doorstep banking. The products include personal
loans, home loans, loans for asset purchases / loans for business
purpose and a wide range of savings/business deposit products. The
Bank also provides a selection of cards and technology products for
convenient usage and to facilitate the distinct needs of customers. Bank
also promotes conservation of environment by reducing usage of paper
by promoting green pin for debit cards and digitalising documents. The
list of Products and services offered by the Bank are available at https:/
www.southindianbank.com/Default.aspx

P3 Sr. No. 3 - In line with the general laws and regulations and
sound ethical practices followed nationally, the Bank has adopted
a policy against sexual harassment and a formal process for dealing
with complaints of harassment or discrimination. The Bank is an
equal opportunity employer and treats all employees at par. In order
to ensure wellbeing of the employees, the Bank has South Indian
Bank Employees Association & South Indian Bank Officers Association
recognized by the Management. The Whistle Blower Policy broadly
conforms to the standards set by the Protected Disclosure Scheme of
Reserve Bank of India and provide an option to the employees to report
any malpractices. Sr. No. 6 - These policies can be viewed online at
https://www.southindianbank.com/content/viewContentlLvl 1.aspx?link
ldLvI2=215&LinkldLvI3=789&linkld=789

P4 Sr.No. 3 - As per the extant directions of Reserve Bank of India on
Financial Inclusion, lending to weaker section and priority sector lending
etc. the Bank is identifying disadvantaged, vulnerable and marginalised
stakeholders. The Bank’s CSR Cell initiates number of programmes
aiming at the improved living condition of the under-privileged and
marginalized sections of the society. Sr. No. 6 - Bank has charted out
elaborate action plans for the effective economic development of
disadvantaged, vulnerable and marginalized stakeholders. For details

please refer “CSR report” section of the Annual Report. The Bank has a
Corporate Social Responsibility Policy which can be viewed on the web
link: https://Amwww.southindianbank.com/UserFiles/file/CSR_Policy.pdf

P5 Sr. No. 3 - The Code of Conduct which has been adopted by the
Bank addresses the requirements of this principle. The Code emphasizes
fair employment practices & diversity, fair competition, prohibition of
harassment & intimidation and safety at the workplace. The Bank
follows the Code of Commitment based on the standards issued by The
Banking Codes and Standards Board of India which covers aspects like
good and fair banking practices, transparency in services and products,
high operating standards and cordial relationship with customers. The
Bank is an equal opportunity employer and believes in providing a safe
workplace and an enabling work environment to its employees. Sr. No.
6 — The Code of Conduct and Code of Commitment is available on
the website of the Bank at https:/Awww.southindianbank.com/content/
viewContentLvl1.aspx?linkldLvI2=2 15&Link&linkld=422.

P6 The aspects outlined under this principle are not substantially
relevant to the Bank given the nature of its business. The Bank complies
with applicable environmental regulations in respect of its premises
and operations.

P7 While there is no specific policy outlined for this principle, the
Bank, through associations and other bodies had put forward a number
of suggestions with respect to overall Indian economy and specifically
about reforms in banking sector. The Bank, directly, through its CSR cell
involved in promoting education, conservation of natural resources,
training to promote sports, setting up old age homes, protection of art
and culture, promoting health care etc.

P8 Sr. No. 3 - The Bank has charted out elaborate action plans for
the effective economic development of disadvantaged, vulnerable
and marginalised stakeholders, through its CSR activities and Financial
Inclusion activities.SI No 6 — Bank's CSR Policy is available in the website
of the Bank at https://www.southindianbank.com/UserFiles/file/CSR

Policy.pdf

P9 Sr. No. 3 - The Bank has a Customer Grievance Redressal Policy
and a Customer Compensation Policy which conform to the guidelines
issued by Reserve Bank of India. Further, In compliance with RBI
directives, the Bank has adopted CitizenCharter for customers which
explains our commitments and responsibilities along with the redressal
methods and also specifies the obligation on the part of customers for
healthy practices in customer-banker relationships. Sr. No. 6 — This
policy can be viewed online at https://www.southindianbank.com/
UserFiles/file/Greivance Redressal Policy.pdf

3. Governance related to BR

> Indicate the frequency with which the Board of Directors,
Committee of the Board or CEO to assess the BR performance
of the Company. Within 3 months, 3-6 months, Annually,
More than 1 year

Annually

Does the Company publish a BR or a Sustainability Report?
What is the hyperlink for viewing this report? How frequently
it is published?

The Bank publishes the BR Report annually. The hyperlink
for viewing the report is http://www.southindianbank.
com>investorsdesk>annualreport
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SECTION E: PRINCIPLE-WISE PERFORMANCE
Principle 1

1.

Does the policy relating to ethics, bribery and corruption
cover only the company? Yes/No. Does it extend to the
GrouplJoint Ventures/Suppliers/ContractorsINGOs/Others?
The Bank is committed to acting professionally, fairly and with
integrity in all its dealings. The Bank, has adopted a Code of
Conduct for its Board and Senior Managerial Personnel and
adhere to the highest standards of honest and ethical conduct,
including proper and ethical procedures in dealing with actual or
apparent conflicts of interest between personal and professional
relationship. The Bank has put in place Whistle Blower Policy which
sets forth obligations on part of every employee for prevention,
detection and reporting of any act of bribery or corruption. The
HRM policy of the Bank mandates not to accept any gifts by the
officers or permit any family member or any other person acting
on his behalf.

How many stakeholder complaints have been received in the
past financial year and what percentage was satisfactorily
resolved by the management?

The number of complaints received from shareholders in
FY2019-20 was 261 and all complaints have been resolved. One
case is pending since FY 2018-19.

With respect to employees, the Bank has a mechanism as provided
under the Whistle Blower Policy whereby employees can raise
their concerns. A report on the concerns received and the manner
in which they are dealt with is periodically reported to the Audit
Committee.

Principle 2

1.

List up to 3 of your products or services whose design has
incorporated social or environmental concerns, risks and/or
opportunities:

The Bank offers wide range of banking products and services
to cater needs of different segments of customers through a
nationwide Branch and ATM network, mobile, phone, internet
and doorstep banking. The products include personal loans,
home loans, loans for asset purchases/loans for business purpose
and a wide range of savings/business deposit products. The Bank
also provides a selection of cards and technology products for
convenient usage and to facilitate the distinct needs of customers.
The Bank also promotes conservation of environment by reducing
usage of paper by promoting green pin for debit cards and
digitalizing documents.

For each such product, provide the following details in
respect of resource use (energy, water, raw material etc.) per
unit of product (optional):

Considering the nature of the business and other initiatives, the
below details are not applicable to us

i. Reduction during sourcing/production/distribution
achieved since the previous year throughout the value
chain?

NA

ii. Reduction during usage by consumers (energy, water)
has been achieved since the previous year?
NA

3. Does the company have procedures in place for sustainable
sourcing (including transportation)?
NA

4. Has the company taken any steps to procure goods and
services from local & small producers, including communities
surrounding their place of work?
If yes, what steps have been taken to improve their capacity
and capability of local and small vendors?
NA

5. Does the company have a mechanism to recycle products
and waste? If yes what is the percentage of recycling of
products and waste (separately as <5%, 5-10%, >10%). Also,
provide details thereof, in about 50 words or so.
NA

Principle 3

1. Please indicate the total number of employees:
The Bank had 8,570 employees as on March 31, 2020.

2. Please indicate the total number of employees hired on
temporarylcontractuallcasual basis:
The Bank had 3,121 employees as on March 31, 2020 on fixed
term contract.

3. Please indicate the number of permanent women
employees:
The Bank had 3,614 women employees as on March 31, 2020,
which constitutes 42% of the total employees.

4. Please indicate the number of permanent employees with
disabilities:
The Bank does not specifically track the number of disabled
employees. The Bank is an equal opportunity employer and treats
all employees at par. Based on the income tax declarations which
enable claiming income tax deduction for self-disability, the Bank
has 12 such employees.

5. Do you have an employee association that is recognized by
management:
Yes — South Indian Bank Employees Association for Clerical Staff &
South Indian Bank Officers Association for Officers.

6. What percentage of your permanent employees are
members of this recognised employee association?
South Indian Bank Employees Association for Clerical Staff - 90%
South Indian Bank Officers Association for Officers -93%

7. Please indicate the number of complaints relating to child

labour, forced labour, involuntary labour, sexual harassment
in the last financial year and pending, as on the end of the
financial year.

No complaints relating to child labour, forced labour, involuntary
labour, received during the FY 2019-20. The Bank does not
engage in any form of child labour/forced labour/involuntary
labour and does not adopt any discriminatory employment
practices. The Bank has a policy against sexual harassment and
a formal process for dealing with complaints of harassment or
discrimination. The said policy is in line with relevant Act passed by
the Parliament in 2013. During the FY 2019-20, 1 (one) complaint
has been received for the consideration of the Committee and
same has been resolved through conciliation proceedings, as per
the provisions of the Act. The Bank, through the policy ensures
that all such complaints are resolved within defined timelines.

46




W

SOUTH

% NDIAN Bank

Experience Next Generation Banking

DIRECTORS’ REPORT |

8. What percentage of your under mentioned employees were
given safety and skill up-gradation training in the last year?
e Permanent employees
¢ Permanent women employees
e Casual/temporary/contractual employees
e Employees with disabilities

Employee health and safety is of prime importance to the Bank. The
Bank conducts robust and periodic trainings like advanced & basic
fire safety training and evacuation related training for floor marshals
and all, irrespective of casual/temporary/contractual employees across
offices. Periodic fire evacuation drills are conducted at various office
locations, to sensitize employees and casual/temporary/contractual
laborers about fire safety norms and regulations.

During the financial year 2019-20, the Bank has imparted training
to 3,725 officers, 2,060 clerks and 162 sub staff in various aspects
of banking operations. A total of 5,947 staff members were trained
during the FY 19-20, which is about 70% of total staff strength of
8,570 as on March 31, 2020.

Principle 4

1. Has the company mapped its internal and external
stakeholders? Yes/No
Yes

2. Out of the above, has the company identified the
disadvantaged, vulnerable & marginalized stakeholders
As per the extant directions of Reserve Bank of India on Financial
Inclusion and lending to weaker sections and priority sector, the
Bank is identifying its disadvantaged, vulnerable and marginalized
stakeholders.

3. Are there any special initiatives taken by the company
to engage with the disadvantaged, vulnerable and
marginalized stakeholders. If so, provide details thereof, in
about 50 words or so
The Bank's CSR Cell initiates number of programmes with the
intention to improve the living conditions of the under-privileged
and marginalized sections of the society. Our financial inclusion
initiatives include KIOSK Banking facilities in unbanked rural areas
of Kerala and Tamil Nadu and Financial Literacy Centres in 13
Blocks in Kerala and 7 centres in Tamil Nadu. The Bank has charted
out elaborate action plans for the effective economic development
of disadvantaged, vulnerable and marginalized stakeholders. For
details please refer “CSR Report” section of the Annual Report.

Principle 5

1. Does the policy of the company on human rights cover
only the company or extend to the GrouplJoint Ventures/
Suppliers/Contractors/INGOs/Others?

The Bank ensures that there is no discrimination in selection of
staff, suppliers and vendors.

2. How many customer complaints have been received in
the past financial year and what percent was satisfactorily
resolved by the management?

The number of complaints outstanding at the beginning of the FY
2019-20 was 1,842.

In addition to this, 56,773 net complaints were received during

the financial year and 57,687 net complaints have been resolved.
98.41% of complaints were satisfactorily resolved.

Principle 6:

1.

Does the policy related to Principle 6 cover only the
company or extends to the Group/Joint Ventures/ Suppliers/
Contractors/ NGOs/others?

The Bank complies with applicable environmental regulations in
respect of its premises and operations.

Does the company have strategieslinitiatives to address
global environmental issues such as climate change, global
warming, etc ? YIN. If yes, please give hyperlink for webpage
etc.

The Bank continues its efforts to make awareness among
employees on concepts of “Reduce, Reuse and Recycle” to
eliminate waste and protect our environment. Since the banking
outlets / offices are the major targets for saving energy, bank
gives priority for the installation of energy-efficient products that
reduces the consumption of energy. The new branches/offices
have been designed so that they are equipped with energy
efficient air conditioners, LED lights, timers. Additionally, paper
conservation measures such as e-statements to customers by
email / mobile application, Green PIN facility for ATM card holders
etc. are other environment friendly initiatives taken by the Bank.

Does the company identify and assess potential
environmental risks? YIN

The Bank complies with applicable environmental regulations
in respect of its premises and operations. The Bank is aware of
the potential environmental risks and participates in initiatives to
address the environmental concerns.

Does the company have any project related to Clean
Development Mechanism? If so, provide details thereof, in
about 50 words or so. Also, if Yes, whether any environmental
compliance report is filed?

No. (it is not applicable as it is not a manufacturing company,
however, the Bank assists to the extent possible the projects that
promotes such activities).

Has the company undertaken any other initiatives on - clean
technology, energy efficiency, renewable energy, etc. YIN. If
yes, please give hyperlink for web page etc.

During the year 2019-20, the Bank installed a solar power plant
at its administrative building at Kakkanad, which is capable of
producing 100 KW capacity. Further, the Bank has provided
assistance for Installation/purchase of solar plants, waste
management measures, procurement and supply of eco-friendly
cloth bags to various beneficiaries as a part of Bank’s CSR
initiatives.

Are the Emissions/Waste generated by the company within
the permissible limits given by CPCBISPCB for the financial
year being reported?

Yes, The Bank complies with applicable environmental regulations
in respect of its premises and operations.

Number of show cause/ legal notices received from CPCB/
SPCB which are pending (i.e. not resolved to satisfaction) as
on end of Financial Year

NIL
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Principle 7

1.

Is your company a member of any trade and chamber or
association? If Yes, name only those major ones that your
business deals with:

The Bank is a member of various governing bodies and associations
such as the Indian Banks’ Association and Confederation of Indian
Industry in India, Federation of Indian chambers of commerce and
industry, Banking codes and standards board of India. Senior
management of the Bank are members of various committees
constituted by regulators and industry bodies.

Have you advocated/lobbied through above associations for
the advancement or improvement of public good? Yes/No;
if yes specify the broad areas (drop box: Governance and
Administration, Economic Reforms, Inclusive Development
Policies, Energy Security, Water, Food Security, Sustainable
Business Principles, Others)

The Bank, through associations and other bodies had put forward
a number of suggestions with respect to overall Indian economy
and specifically about reforms in banking sector. The Bank,
directly through its CSR cell is involved in promoting education,
conservation of natural resources, training to promote sports,
setting up oldage homes, protection of art and culture, preventing
healthcare etc.

Principle 8

1.

Does the company have specified programmeslinitiatives/

projects in pursuit of the policy related to Principle 8? If yes

details thereof.

Bank'’s Financial Inclusion activities and plan are detailed in the

Financial Literacy Centre (Individual Counselor) Policy and Business

Correspondents Policy (Financial Inclusion), which covers the

following aspects.

» Quantitative and qualitative plans for delivery of relevant
suite of products and services

» Coverage of Sub Service Areas (SSA) through Business
Correspondents (BC)

» Leveraging technology and identity solutions of UIDAI and
NPCI.

»  Monitoring and review mechanisms for implementation of
FIP.

> To take up any other such activities that promotes financial
literacy, awareness about banking services, financial planning
and amelioration of debt related distress of an individual.

Are the programmes/projects undertaken through in-house
team/own foundation/external NGO/government structures/
any other organization?

Programmes/projects are undertaken through in- house teams.
Have you done any impact assessment of your initiative?
The Bank, through its financial inclusion initiatives for serving
the rural, unbanked and below poverty line customers is
providing access to banking and financial services to a significant
number of customers, providing them access to savings and credit
products. The results of these initiatives are reviewed periodically.

What is your company’s direct contribution to community
development projects-Amount in INR and the details of the
projects undertaken

The Bank has spent12.01 crore on Corporate Social Responsibility

activities during the FY 2019-20. The above expenditure has been
undertaken primarily on promoting healthcare including preventive
healthcare, sanitation and making available safe drinking water,
promoting education, training to promote nationally recognized
sports, ensuring environmental sustainability.

Have you taken steps to ensure that this community
development initiative is successfully adopted by the
community? Please explain in 50 words, or so

The bank through effective monitoring of its CSR and Financial
Inclusion activities ensures that community development initiatives
are reaching the target groups and it is being adopted and utilised
by the beneficiaries. Periodic visits to Financial Literacy Centres
and BC points, project sites of CSR assistance are measures taken
to ensure the above objectives.

Principle 9

1.

(SALIM GANGADHARAN )
CHAIRMAN
DIN : 06796232

What percentage of customer complaintsiconsumer cases
are pending as on the end of financial year

Only 1.58% of customer care complaints are pending as on the
end of the FY 2019-20.

Does the company display product information on the
product label, over and above what is mandated as per local
laws? Yes/No/N.A./Remarks (additional information)

This aspect is not applicable as the Bank is not a manufacturing
company. The Bank complies with disclosure requirements relating
to its products and services.

Is there any case filed by any stakeholder against the
company regarding unfair trade practices, irresponsible
advertising andlor anti-competitive behaviour during the
last five years and pending as on end of financial year. If so,
provide details thereof, in about 50 words or so

In the ordinary course of banking business, several customers and
borrowers have disputes with the Bank which could result in their
filing complaints, alleging deficiency of services. The Bank always
strives to have a cordial relationship with its customers/ borrowers
and tries to reach an amicable settlement of the dispute, but in
some cases may have to pursue legal recourse to resolve the same.

Did your Company carry out any consumer surveylconsumer
satisfaction trends?

The bank conducts online customer satisfaction survey and the
result of the survey is being continuously monitored. The Bank
also conducts Branch Level Customer Service Committee meetings
at all branches on 15" of every month. During these meetings,
customer feedback, suggestions etc about various products are
directly collected and consolidated. Feasible suggestions for
improvements on service/products are implemented and are
monitored at various forums including Standing Committee on
Customer Service headed by MD&CEO and Customer Service
Committee of the Board, headed by the Chairman of Board of
directors.

(V G MATHEW)
MANAGING DIRECTOR & CEO
DIN : 05332797

Place : Thrissur,

Date

. September 4, 2020
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